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0),VVKRXOGDQWLFLSDWHLPSOHPHQWLQJWKHSURFHVVRYHUDPRQWKSHULRG'XULQJWKH¿UVWVL[
PRQWKVWKH\GHYHORSDQGUH¿QHWKH%DODQFHG6FRUHFDUGWRROVDQGLPSOHPHQWWKHPGXULQJWKHVHF
RQGKDOIRIWKH\HDU
$GHWDLOHGFXUULFXOXPIRUWKHVHZRUNVKRSVFDQEHIRXQGLQWKH)DFLOLWDWRU¶V*XLGHVFRPSRQHQWRI
WKH7RRONLW)DFLOLWDWRUVZLOORQO\QHHGWRDGDSWWKHVHGHVLJQVWRWKHLUVSHFL¿FVLWXDWLRQV
7KLVWHFKQLFDOKDQGERRNVHUYHVDVDUHIHUHQFHJXLGHWRDQ\RQHHQJDJHGLQVWUDWHJLFPDQDJHPHQW
LQPLFUR¿QDQFH,WLVWKHUHVXOWRIVHYHUDO\HDUVRIDGDSWDWLRQGHVLJQDQGWHVWLQJ7KHDXWKRUVDUH
LQGHEWHGWRWKHSDUWLFLSDWLRQRIERWKLWVWHFKQLFDOSDUWQHUVWKHImp-Act&RQVRUWLXP0LFUR¿QDQFH
2SSRUWXQLWLHVMicroSaveDQG&23(0(DQGWKH0),VWKDWWHVWHGDQGLPSOHPHQWHGWKH%DODQFHG
6FRUHFDUGDSSURDFK7KHLUH[SHULHQFHQRWRQO\LQIRUPVWKLVKDQGERRNEXWZLOOLQVSLUHRWKHUVWR
XQGHUWDNHVLPLODUHIIRUWVLQRUGHUWREHWWHUSRVLWLRQWKHLULQVWLWXWLRQVIRUWKLVYHU\G\QDPLFSHULRGLQ
PLFUR¿QDQFHKLVWRU\
.LFN2II:RUNVKRS2EMHFWLYHV /HDUQLQJ	$FWLRQ:RUNVKRS2EMHFWLYHV
%\WKHHQGRIWKH.LFN2II:RUNVKRS
WKHSDUWLFLSDQWVZLOOKDYH
 &RQ¿UPHGWKHYDOLGLW\RIDQH[LVW
LQJVWUDWHJ\IRUWKHLU0),
 25
 %HJXQDSUHOLPLQDU\KLJKOHYHO
VWUDWHJLFPDQDJHPHQWSURFHVV
 'HYHORSHGDQLQLWLDOVWUDWHJ\PDS
IRUWKHLU0),
 'HYHORSHGDURXJK%DODQFHG
6FRUHFDUGIRUWKHLU0),
 ,GHQWL¿HGDFWLRQVWHSVWRLPSURYH
WKHLQLWLDOVWUDWHJ\PDSDQG%DO
anced Scorecard. 
%\WKHHQGRIWKH/HDUQLQJ	$FWLRQZRUNVKRSSDUWLFLSDQWV
ZLOOKDYH
 5HYLHZWKH%6&GHYHORSPHQWSURFHVVWRGDWHDQGLGHQWL
¿HGOHVVRQVOHDUQHG
 5HYLHZHGWKHUHYLVHG.LFN2II:RUNVKRSRXWSXWVDQG
¿QDOL]HGWKHP6:27VWUDWHJ\PDS%6&
 ,GHQWL¿HGZD\VWRSURYLGHLQIRUPDWLRQIRUWKH%6&PHD
VXUHPHQW
 3UDFWLFHGVHOHFWLQJDFWLRQVQHFHVVDU\WRLPSOHPHQW
FKDQJH
 'HYHORSHGDGUDIWWUDLQLQJQHHGVOLVW
 5HYLHZHGWKHFRPPXQLFDWLRQSODQ
 'LVFXVVHGWKH%6&LQWHJUDWLRQLQWR0),RSHUDWLQJSUR
FHVVHV
 3ODQQHGWKHLPPHGLDWHQH[WVWHSV
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Chapter 1. Introduction 
3UDFWLWLRQHUVRIPLFUR¿QDQFHPXVWFKRRVHDGLUHFWLRQWRIROORZ7KH\IDFHPDQ\GHFLVLRQVDERXW
ZKRWRVHUYHZKDWSURGXFWVWRRIIHUZKHUHWRZRUNDQGKRZWRJURZ)RUDQ\RUJDQL]DWLRQWKH
PLVVLRQVHUYHVWRLQIRUPWKHVHVWUDWHJLFGHFLVLRQVKRZHYHUIRUPLFUR¿QDQFHLQVWLWXWLRQV0),V
WKHPLVVLRQDOVRFRPSOLFDWHVWKHZKROHLVVXHRIVWUDWHJ\IURPLQLWLDOSODQQLQJWRRQJRLQJPDQ
DJHPHQW8QOLNHPRVWFRPPHUFLDOFRPSDQLHV0),VDUHPRWLYDWHGE\DVRFLDOYLVLRQWKHLUUDLVRQ
G¶HWUHLVGH¿QHGE\VRFLDOJRDOVUHODWHGWRSRYHUW\DOOHYLDWLRQWKDWDUHVXSSRUWHGE\VWURQJ¿QDQFLDO
SHUIRUPDQFH+HQFH0),VDUHFKDOOHQJHGWRPHHWDGRXEOHERWWRPOLQHPD[LPL]LQJWKHLUVRFLDO
DQG¿QDQFLDOSHUIRUPDQFH6WUDWHJLFSODQVWKHUHIRUHKDYHWRLQFRUSRUDWHERWKDQGPDQDJHUVQHHG
WRIROORZWKRVHSODQVHYHUEDODQFLQJVKRUWWHUPGHFLVLRQVDGGUHVVLQJLPPHGLDWHDQGXUJHQWQHHGV
DJDLQVWWKRVHRIWKHORQJWHUPRYHUDUFKLQJPLVVLRQ7RIDFLOLWDWHWKLVGDXQWLQJWDVNZHLQWURGXFHWKH
%DODQFHG6FRUHFDUG%6&DVDWRROWKDWFDQV\VWHPDWL]HVWUDWHJLFPDQDJHPHQW
0LFUR¿QDQFHKDVDOZD\VUHSUHVHQWHGDFRQYHUJHQFHRI¿QDQFLDODQGVRFLDOREMHFWLYHV+RZHYHU
WKHLQGXVWU\JUHZZLWK¿QDQFLDOVXVWDLQDELOLW\DVLWVGULYLQJIRUFHIRFXVLQJRQWKHHOHPHQWVWKDW
ZHUHQHFHVVDU\IRULWVDFKLHYHPHQW±JURZWKPDUNHWSULFLQJTXDOLW\SRUWIROLRVHI¿FLHQWV\VWHPV
DQGSURIHVVLRQDOPDQDJHPHQW3URJUHVVWRZDUGVWKHVRFLDOYLVLRQWKDWLQVSLUHGWKH¿UVWPLFURFUHGLW
SURJUDPVZDVODUJHO\DVVXPHGDVWKH0),VPDUFKHGLPSUHVVLYHO\WRZDUGVWKHDELOLW\WRVWDQGDORQH
DVYLDEOHFRPPHUFLDOHQWLWLHV$WWKHGDZQRIWKHQHZFHQWXU\KRZHYHU0),VEHJDQWRUHDOL]HWKDW
WKHLUVRFLDOYLVLRQHPERGLHGLQWKHLUFOLHQWVUHTXLUHGPRUHH[SOLFLWDWWHQWLRQ$PDWXULQJLQGXV
WU\ZLWKJURZLQJFRPSHWLWLRQKDVOHGSUDFWLWLRQHUVWRXQGHUVWDQGWKDWLQRUGHUWRPDLQWDLQPDUNHW
VKDUHDQGJURZWKHLULQVWLWXWLRQVPXVWPHHWFOLHQWV¶¿QDQFLDOQHHGVFXOWLYDWHFXVWRPHUOR\DOW\DQG
DFKLHYHSRVLWLYHLPSDFW7KH\QHHGWRLQYHVWLQWKHLUUHODWLRQVKLSZLWKFOLHQWVWKURXJKDSSURSULDWH
SURGXFWVEHWWHUGHOLYHU\V\VWHPVDQGFXVWRPHUVHUYLFH)RU0),VGRLQJJRRGLVJRRGEXVLQHVV
5HQHZHGDWWHQWLRQWRVRFLDOSHUIRUPDQFHDGGVDGGLWLRQDOOD\HUVWRWKHSURFHVVRIVWUDWHJLFSODQQLQJ
DQGPDQDJHPHQW,QDGGLWLRQWRVWUDWHJLHVIRURSHUDWLRQDOHI¿FLHQF\DQGJURZWKWKDWHQKDQFH¿QDQ
FLDOSHUIRUPDQFHWKHRYHUDOOSODQPXVWDUWLFXODWHDVWUDWHJ\IRUFUHDWLQJYDOXHIRUFXVWRPHUV:KLOH
WKHVHVWUDQGVDUHPXWXDOO\UHLQIRUFLQJLQWKHORQJWHUPWKH\PD\FRPSHWHIRUUHVRXUFHVVWDIIWLPH
PRQH\QHZLQLWLDWLYHVLQWKHVKRUWWHUP
%ULQJLQJWKHVRFLDOPLVVLRQRIPLFUR¿QDQFHEDFNWRWKHIRUHIURQWZLOOKHOSWKHLQGXVWU\WRFRQIURQW
WKH³PLVVLRQGULIW´JKRVWWKDWKDVKDXQWHGJURZWKRULHQWHG0),VDQGWKRVHHQYLVLRQLQJFRPPHUFLDO
WUDQVIRUPDWLRQ+RZHYHUUHYLWDOL]LQJFOLHQWDVVHVVPHQWLVQRWHQRXJK0DQDJLQJERWK¿QDQFLDO
DQGVRFLDOSHUIRUPDQFHQRZRFFXUVLQDFRQWH[WRIFRPSHWLWLRQWKDWIRUFHVPDQDJHUVWRGLIIHUHQWL
DWHWKHLULQVWLWXWLRQIURPLWVFRPSHWLWRUVWRLGHQWLI\LWVQLFKHDQGWRVXVWDLQDFWLYHPDUNHWYLJLODQFH
&XUUHQWPDQDJHPHQWV\VWHPVPD\QRWEHXSWRWKLVPXOWLGLPHQVLRQDOFKDOOHQJH7KH)URP0LVVLRQ
WR$FWLRQ0DQDJHPHQW6HULHVDQGWKLVKDQGERRNLQSDUWLFXODUKHOS0),VWRSURIHVVLRQDOL]HWKHLU
VWUDWHJLFPDQDJHPHQWSURFHVVHVLQRUGHUWRLPSURYHWKHLUGRXEOHERWWRPOLQH7RWKLVHQGLWGHFRQ
VWUXFWVVWUDWHJ\LQWRLWVFRPSRQHQWSDUWVDQGZDONVUHDGHUVWKURXJKWKH%6&DWRROWRWUDFNHDFK
one. 
Strategic Management and the Balanced Scorecard
6WUDWHJLFSODQQLQJLVWKHSURFHVVRIGH¿QLQJREMHFWLYHVOLQNHGWR\RXUPLVVLRQDQGDUWLFXODWLQJVWUDW
HJLHVWRUHDFKWKHP$JRRGVWUDWHJLFSODQLVFRPSUHKHQVLYHDQGORQJUDQJHLWDUWLFXODWHVDWDUJHW
JURXSDWDUJHWPDUNHWWKHSURGXFWVDQGVHUYLFHVIRUWKDWPDUNHW\RXURUJDQL]DWLRQ¶VFRPSHWLWLYH
DGYDQWDJHDQGWKHUHVRXUFHVLWZLOOQHHGWRDFFRPSOLVKLWVREMHFWLYHV
Strategic management translates your strategic plan into practice. ,WLVWKHVHWRIGHFLVLRQVDQG
DFWLRQVWKDW\RXPDNHLQRUGHUWRDFFRPSOLVK\RXUREMHFWLYHVDQGPD[LPL]H\RXUSHUIRUPDQFH
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Chapter 1
7KH%6&SURYLGHVDSUDFWLFDOWRROIRUV\VWHPDWL]LQJDQGVWUHQJWKHQLQJWKHVWUDWHJLFPDQDJHPHQW
SURFHVV7KH%6&WRROVFRQVLVWRIWKUHHFRPSRQHQWV
• A strategy map±KHOSVWRFRKHUHQWO\GHYHORSGHVFULEHDQGFRPPXQLFDWHWKHVWUDWHJ\WRGLIIHU
HQWDXGLHQFHV7KHVWUDWHJ\PDSGHSLFWVWKHRUJDQL]DWLRQDOVWUDWHJ\IURPGLIIHUHQWSHUVSHFWLYHV
WKDWDUHLPSRUWDQWIRUERWKVKRUWDQGORQJWHUPVXFFHVVRIDQRUJDQL]DWLRQ
• A measurement tool±WUDQVODWHVEURDGHUVWUDWHJLFJRDOVVWDWHPHQWVLQWRVSHFL¿FPHDVXUDEOH
DQGWLPHERXQGREMHFWLYHVDQGOLQNVWKHPZLWKDSHUIRUPDQFHPHDVXUHPHQWV\VWHPWRPRQLWRU
SURJUHVVWRZDUGVWKHLUDFKLHYHPHQW
• Change management tools±KHOSVWRGHYHORSDQDFWLRQSODQRIVWUDWHJLFLQLWLDWLYHVDQGKLJK
OLJKWVNH\DFWLRQVQHFHVVDU\WRVWUDWHJ\LPSOHPHQWDWLRQ7KHSODQLVURRWHGLQWKH%DODQFHG
6FRUHFDUGREMHFWLYHVDQGHQVXUHVWKDWHYHU\GD\DFWLYLWLHVDUHPRWLYDWHGE\WKHVWUDWHJ\
Who should use this handbook?
$VDUHIHUHQFHJXLGHRQWKHSURFHVVRIVWUDWHJLFPDQDJHPHQWXVLQJD%DODQFHG6FRUHFDUG%6&
WKLVKDQGERRNLVWDLORUHGWRWKRVHZKRVHHNWRHQJDJHLQDQLQWHQVLYHUHYLHZDQGXSJUDGHRIWKHLU
0),¶VVWUDWHJLFPDQDJHPHQW,WLVLQWHQGHGWREHXVHGE\
• 0LFUR¿QDQFH3UDFWLWLRQHUVZKRZRXOGOLNHWRFKDPSLRQLPSURYHGVWUDWHJLFPDQDJHPHQWZLWK
LQWKHLULQVWLWXWLRQVDQGH[SHFWWRJXLGHWKHSURFHVV7KHKDQGERRNVHUYHVDVSUHSDUDWRU\UHDGLQJ
EHIRUHWKHSURFHVVLVODXQFKHGDQGDVUHIHUHQFHPDWHULDODORQJWKHZD\
• ManagersLQYROYHGLQWKH,PSOHPHQWDWLRQ3URFHVV7HDPFDQXVHWKHKDQGERRNWRUHIHUHQFHGH¿
QLWLRQVDQGWKHFRQFHSWXDOEDFNJURXQGRIWKHDSSURDFKHVDQGWRROV
• 0LFUR¿QDQFH&RQVXOWDQWVZKRZLOOVXSSRUWLPSOHPHQWDWLRQRIWKH)URP0LVVLRQWR$FWLRQ
0DQDJHPHQW6HULHVSURFHVVDVZRUNVKRSIDFLOLWDWRUVDQGH[WHUQDOPHQWRUV
,I\RXEHORQJWRRQHRIWKHVHWDUJHWDXGLHQFHV\RXVKRXOGDVVHVV\RXULQVWLWXWLRQ¶VUHDGLQHVVIRUWKLV
SURFHVV,WLVQRWIRUVWDUWXSV7KHFULWHULDWKDWLQVWLWXWLRQVVKRXOGPHHWLQFOXGH
 7KHLQVWLWXWLRQ¶VNH\IXQFWLRQDODUHDVDUHZRUNLQJ¿QDQFHRSHUDWLRQVPDUNHWLQJKXPDQUH
VRXUFHVPDQDJHPHQWLQIRUPDWLRQV\VWHPV0,6
 .H\HOHPHQWVRIVWUDWHJ\DQGVWUDWHJLFSODQQLQJDUHLQSODFHVXFKDVWKHEXVLQHVVSODQDQGVWUDWH
gic plan.
 7KHVWUDWHJLFJRDOVDUHHVWDEOLVKHG
 7RSPDQDJHPHQWSUHIHUDEO\WKH%RDUGRI'LUHFWRUVLVFRPPLWWHGWRWKHSURFHVV
 7KHFXUUHQWOHYHORILQWHUQDOH[SHUWLVHLQVWUDWHJLFPDQDJHPHQWKDVEHHQDVVHVVHGLQRUGHUWR
PDNHGHFLVLRQVDERXWQHHGVIRUH[WHUQDOWHFKQLFDODVVLVWDQFH
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What is the handbook’s structure?
)RUWKRVHVHHNLQJWRLPSURYHWKHLUFDSDFLW\LQVWUDWHJLFPDQDJHPHQWWKLVKDQGERRNSUHVHQWVDVWHS
E\VWHSSURFHVVWKDWLVWKHFRUHRIWKHHQWLUH7RRONLW)LJXUHGHSLFWVWKHLQGLYLGXDOVWHSV
1. Prepare:$VVHPEOHWKHLPSOHPHQWDWLRQWHDPDQGFROOHFWVWUDWHJLFLQIRUPDWLRQ
2. Deconstruct the mission:7KHPLVVLRQDUWLFXODWHVWKHRYHUDOOGLUHFWLRQIRUWKHLQVWLWXWLRQZKDW
FKDQJHVVKRXOGEHLQÀXHQFHGZKDWJURXSVDQGVFRSHRIQHHGVVKRXOGEHVHUYHGDQGZKDW¿QDQ
FLDOJRDOLVWREHDFKLHYHG
3. Diagnose current position:7KHLQVWLWXWLRQDQDO\]HVH[WHUQDOWUHQGVDQGUHFRJQL]HVLWVVWUHQJWKV
DQGZHDNQHVVHVWRIXUWKHUGHFLGHZKLFKRIWKHPWREXLOGRQ
4. Make strategic choices and identify key strategic issues:0DNHVWUDWHJLFFKRLFHVLQUHODWLRQWR
PLVVLRQREMHFWLYHVDQGFXUUHQWPDUNHWSRVLWLRQ.H\VWUDWHJLFLVVXHVGHWHUPLQLQJWKHVXFFHVVRI
WKHVWUDWHJ\DUHLGHQWL¿HG
5. Develop strategy map: 7UDQVODWHNH\VWUDWHJLFLVVXHVLQWRVWUDWHJLFVWDWHPHQWVIRUHDFKRUJDQL
]DWLRQDOSHUVSHFWLYH:HDYHWKHVHLQWRDVWUDWHJ\PDS
6. Develop Balanced Scorecard measurement: )RUHDFKVWDWHPHQWVHWREMHFWLYHVGHYHORSLQGL
cators and determine targets.
7. Develop change management plan:/LQNFXUUHQWLQLWLDWLYHVWRWKH%DODQFHG6FRUHFDUGDQGGH
YHORSQHZRQHV
8. Implement strategy as an on-going process:'XULQJWKHLPSOHPHQWDWLRQSKDVHWKH0),UHYLV
LWVVWHSVRIWKHSURFHVVRQDSHULRGLFEDVLV
7KHKDQGERRNSURYLGHVDJHQHUDORYHUYLHZDQGVKRUWGHVFULSWLRQRIHDFKRIWKHDERYHVWHSVZLWK
UHIHUHQFHVWRDGGLWLRQDOWUDLQLQJDQGUHDGLQJUHVRXUFHV,WDOVRLQFOXGHVFDVHVWXGLHVKLJKOLJKWLQJ
KRZPLFUR¿QDQFHLQVWLWXWLRQVKDYHXVHGWKHWRRONLW
Figure 1.1 Strategic management process
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Chapter 2
Chapter 2. Strategic planning and management: a brief over-
view
This chapter:
 'H¿QHVVWUDWHJLFSODQQLQJDQGPDQDJHPHQW
 2XWOLQHVFRPSRQHQWVDQGSULQFLSOHVRIHIIHFWLYHVWUDWHJLFPDQDJHPHQW
6WUDWHJLFSODQQLQJLVWKHSURFHVVRIGH¿QLQJREMHFWLYHVDQGDUWLFXODWLQJVWUDWHJLHVWRUHDFKWKHP
$JRRGVWUDWHJ\VKRXOGDGGUHVVWKHIROORZLQJLVVXHV
• Overall long-term direction::KHUHGRHV\RXU0),ZDQWWRJRLQWKHORQJWHUP"
• Expectations and values of key stakeholders::KDWDUHWKHYDOXHVDQGH[SHFWDWLRQVRIWKRVH
ZKRKDYHSRZHULQDQGDURXQGWKHEXVLQHVV":KDWVKRXOGPRWLYDWHDQGVKDSH\RXUDFWLRQV"
• Choice of markets and scope::KLFKPDUNHWVVKRXOG\RXWDUJHW":KDWSURGXFWVDQGVHUYLFHV
VKRXOG\RXGHOLYHUWRWKRVHPDUNHWV"
• Competitive advantage:+RZFDQ\RXGHOLYHU\RXUSURGXFWDQGVHUYLFHVWRWKHWDUJHWPDUNHWV
EHWWHUWKDQWKHFRPSHWLWLRQ"
• Resources::KDWUHVRXUFHVVNLOOVDVVHWV¿QDQFHVUHODWLRQVKLSVWHFKQLFDOFRPSHWHQFHIDFLOL
WLHVHWFGR\RXQHHGWRVXFFHVVIXOO\FRPSOHWHDQGUHDOL]H\RXUPLVVLRQ"
• Environment::KDWH[WHUQDOHQYLURQPHQWDOIDFWRUVDIIHFW\RXUDELOLW\WRFRPSOHWHDQGUHDOL]H
\RXUPLVVLRQ"
$JRRGVWUDWHJLFSODQWDNHVDORQJWHUPYLHZ7KHORQJWHUPVWUDWHJ\VKRXOGEHFOHDULQRUGHUWRGH
WHUPLQHWKHDFWLYLWLHVWKDWZLOOEULQJWKHKLJKHVWYDOXHLQWKHORQJUXQDQGEDODQFHWKRVHDJDLQVWWKH
FKRLFHVWKDWDUHPRUHOLNHO\WREULQJRQO\VKRUWWHUPUHWXUQV
Strategic management translates strategic planning into practice
6WUDWHJLFPDQDJHPHQWLVDOODERXWWUDQVODWLQJ\RXUPLVVLRQDQGVWUDWHJLFSODQLQWRSUDFWLFH,WLVWKH
VHWRIGHFLVLRQVDQGDFWLRQVJXLGHGE\REMHFWLYHVWKHDFFRPSOLVKPHQWRIZKLFKGHWHUPLQHV\RXU
0),¶VORQJWHUPSHUIRUPDQFH6WUDWHJLFPDQDJHPHQWLVDERXWPDNLQJGHFLVLRQVWKDWKDYHORQJWHUP
LPSOLFDWLRQV7ZRSURFHVVHVPDNHXSVWUDWHJLFPDQDJHPHQW
Operationalizing the strategy
$VPXFKDVRIEXVLQHVVIDLOXUHVDUHGXHWREDGH[HFXWLRQUDWKHUWKDQEDGVWUDWHJ\8VLQJWKH
%DODQFHG6FRUHFDUGWRROVSUHVHQWHGLQWKLVKDQGERRNZLOOKHOS\RXWRLPSOHPHQW\RXUVWUDWHJLFSODQ
VXFFHVVIXOO\,QWKLVVWHS\RXZLOOQHHGWR¿JXUHRXWWKHEHVWEXVLQHVVPRGHORUKRZWRLPSURYH\RXU
FXUUHQWRQHWRHI¿FLHQWO\H[HFXWHWKHVWUDWHJ\
Implementing and monitoring the strategy
6XFFHVVIXORSHUDWLRQDOL]DWLRQRIWKHVWUDWHJ\LVMXVWWKHEHJLQQLQJ2QFHWKLVLVGRQHWKHVWUDWHJLF
PDQDJHPHQWWDVNVVKLIWWRHYDOXDWLQJWKHSODQLQSURJUHVVDQGDGMXVWLQJLWWRUHPDLQIRFXVHGRQ
WKHPLVVLRQ7KURXJKVWUDWHJLFPDQDJHPHQW\RXUSODQEHFRPHVD³OLYLQJGRFXPHQW´WKDWVWDIIFDQ
LQFRUSRUDWHLQWRHYHU\GD\ZRUN6LQFHERWKH[WHUQDODQGLQWHUQDOHQYLURQPHQWVFKDQJH\RXZLOO
QHHGWRLQVWLWXWLRQDOL]HDSURFHVVRIPRQLWRULQJDQGHYDOXDWLQJWKHVWUDWHJ\WKDWZLOOHQDEOH\RXWR
FRQWLQXDOO\DOLJQLWVH[HFXWLRQ7KLVSDUWRIVWUDWHJLFPDQDJHPHQWUHTXLUHVUHJXODUDQVZHUVWRWKH
IROORZLQJTXHVWLRQV
 +DV\RXUVWUDWHJ\EHHQZRUNLQJ"
 :KHUHKDVLWEHHQZRUNLQJDQGZKHUHKDVLWQRWEHHQZRUNLQJ"
 ,ILWKDVQRWEHHQZRUNLQJZK\QRW"
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$V\RXHQJDJHLQERWKDVSHFWVRIVWUDWHJLFPDQDJHPHQWWKHIROORZLQJWLSVZLOOKHOS\RXDYRLGFRP
PRQPLVWDNHV
 7UDQVODWH\RXUVWUDWHJ\LQWRDVHWRIPHDVXUDEOHREMHFWLYHVWRTXDQWLI\LWDQGWKXVPHDVXUHDQG
PDQDJH\RXUSURJUHVV4XDQWL¿FDWLRQPDNHVLWHDVLHUWRFRPPXQLFDWHWKHVWUDWHJ\WRVWDIIVR
WKH\FDQLQFRUSRUDWHLWLQWRWKHLUHYHU\GD\ZRUN
 0RQLWRU\RXUTXDQWL¿DEOHVWUDWHJ\FRQWLQXDOO\WRHQVXUHRQJRLQJOHDUQLQJDQGDGMXVWPHQWVWKDW
DOORZ\RXWRNHHSXSZLWKFKDQJLQJFRQGLWLRQV
 /LQNNH\DFWLYLWLHVWREXGJHWVWRKHOS\RXDOORFDWH\RXUUHVRXUFHVZKHUHWKH\EULQJWKHKLJKHVW
UHWXUQ
6WUDWHJLFPDQDJHPHQWLVDERXWIDFLOLWDWLQJFKDQJH±DQWLFLSDWLQJDQGUHVSRQGLQJWRLQWHUQDODQG
H[WHUQDOFKDQJHLQFRQVRQDQFHZLWK\RXUPLVVLRQDQGJRDOV7KHGHFLVLRQV\RXIDFHLQYROYHFRQVLG
HUDEOHXQFHUWDLQW\DQGULVNDVDPHPEHURIWKHVWUDWHJLFPDQDJHPHQWWHDP\RXUHO\RQDOLPLWHG
DPRXQWRIGDWDDERXWIXWXUHFRQGLWLRQVWRPDNHGHFLVLRQVUHJDUGLQJ\RXUSRVLWLRQYLVjYLVWKHPDU
NHWWKHFRPSHWLWLRQ\RXUFOLHQWVDQG\RXUDYDLODEOHUHVRXUFHV7KHVHDUHORQJWHUPGHFLVLRQVDIIHFW
HGE\DP\ULDGRIHYHUFKDQJLQJLQVWLWXWLRQDODQGHQYLURQPHQWDOIDFWRUV<RXUFKDOOHQJHLVWRGLJHVW
WKLVGDWDDVVHVVWKHVHIDFWRUVLQOLJKWRI\RXURYHUDUFKLQJVRFLDOPLVVLRQDQGPDNHKDUGFKRLFHV1R
ZRQGHUWKDWVWUDWHJLFPDQDJHPHQWLVWKHKLJKHVWOHYHORIPDQDJHULDODFWLYLW\XVXDOO\SHUIRUPHGE\
WKH%RDUG&(2DQGH[HFXWLYHWHDP+RZHYHUWKH%DODQFHG6FRUHFDUGWUDQVODWHVWKLVFULWLFDOKLJK
ULVNGHFLVLRQPDNLQJLQWRPHDVXUDEOHREMHFWLYHVWKDWWKHUHVWRIWKHRUJDQL]DWLRQFDQHPEUDFH
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Chapter 3. The Balanced Scorecard
This chapter:
 'H¿QHVWKH%DODQFHG6FRUHFDUG
 3UHVHQWVWKH%6&FRPSRQHQWV
 'LVFXVVHVWKHUROHRI%6&LQVWUDWHJLFPDQDJHPHQW
 /LVWVWKHEHQH¿WVRI%6&
3.1. What is the Balanced Scorecard?
7KH%DODQFHG6FRUHFDUG%6&SURYLGHVDSUDFWLFDOPDQDJHPHQWWRROIRUV\VWHPDWL]LQJDQG
VWUHQJWKHQLQJWKHVWUDWHJLFPDQDJHPHQWSURFHVV7KH%6&WRROVFRQVLVWRIWKUHHFRPSRQHQWV
A strategy mapGHSLFWVWKHRUJDQL]DWLRQDOVWUDWHJ\WKURXJKGLIIHUHQWSHUVSHFWLYHVRUIXQFWLRQDO
DUHDVRIDQRUJDQL]DWLRQWKDWDUHLPSRUWDQWWRLWVSUHVHQWDQGIXWXUHVXFFHVV$measurement tool 
WUDQVODWHVWKHVHEURDGHUVWUDWHJLFJRDOVLQWRVSHFL¿FPHDVXUDEOHDQGWLPHERXQGREMHFWLYHVChange 
management toolsKHOSWRGHYHORSDQDFWLRQSODQRIVWUDWHJLFLQLWLDWLYHVWKDWDUHQHFHVVDU\WRLPSOH
PHQWWKHVWUDWHJ\7KHSODQLVURRWHGLQWKH%DODQFHG6FRUHFDUGREMHFWLYHVDQGPDNHVVXUHWKDWHYH
U\GD\DFWLYLWLHVDUHPRWLYDWHGE\WKHVWUDWHJ\)LJXUHSUHVHQWVDEODQNH[DPSOH
3.2 The strategy map and its component parts
7KHstrategy mapLVGLYLGHGKRUL]RQWDOO\LQWR¿YHperspectives±IXQFWLRQDODUHDVWKDWFRQVWLWXWH
WKHGULYHUVRISHUIRUPDQFH6RPHRIWKHPVKRXOGEHFRQVLGHUHGRQWKHVLGHRIresultsWKH\GHVFULEH
ZKDWNLQGRIYDOXHWKHLQVWLWXWLRQZDQWVWRRIIHUDQGWKHUHVWDUHinputsWKH\GHVFULEHZKDWWKHLQ
VWLWXWLRQKDVWRSURYLGHWRRIIHUDVSHFL¿FYDOXH7DEOHGHVFULEHVHDFKSHUVSHFWLYHZKLOH)LJXUH
LQGLFDWHVZKLFKSHUVSHFWLYHVDUHDERXWUHVXOWVDQGZKLFKDUHDERXWLQSXWV
Figure 3.1 The Balanced Scorecard 
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Strategic statementsDUHKLJKOHYHOREMHF
WLYHVZLWKD¿YHWHQ\HDUKRUL]RQ)URP
HDFKRUJDQL]DWLRQDOSHUVSHFWLYHWKH\
GHVFULEHZKDW\RXU0),PXVWGRZHOOLQ
RUGHUWRLPSOHPHQWLWVVWUDWHJ\DQGIXO¿OO
LWVPLVVLRQ:LWKLQHDFKSHUVSHFWLYH\RX
VSHFLI\ZKDW\RXZDQWWRDFKLHYHE\DQ
VZHULQJTXHVWLRQVSHUWDLQLQJWRHDFKRIWKH
LPSRUWDQWSHUIRUPDQFHDUHDV)LJXUH
RIIHUVVDPSOHTXHVWLRQV8VXDOO\WKHPDS
FRQWDLQVRQHRUWZRVWUDWHJLFVWDWHPHQWV
SHUSHUVSHFWLYH
Arrows ±WKHDUURZVOLQNWKHVWUDWHJLF
VWDWHPHQWLQDFDXVHDQGHIIHFWUHODWLRQ
VKLSUHÀHFWLQJKRZGLIIHUHQWHOHPHQWVRI
\RXUVWUDWHJ\VXSSRUWRQHDQRWKHU
7KHVWUDWHJ\PDSSUHVHQWVKRZYDOXHLV
FUHDWHG,WYLVXDOO\GHSLFWVWKHLQWHUUHOD
WLRQVKLSVEHWZHHQLQVWLWXWLRQDOSHUVSHF
WLYHVDQGVWUDWHJLFJRDOV7KHYHU\WRS
SHUVSHFWLYHUHODWHVWRWKHXOWLPDWHUHVXOWV
WKDWDQ0),SXUVXHVZKLOHWKHORZHUSHU
VSHFWLYHVVSHOORXWLQWHUPHGLDWHUHVXOWVWKDW
QHHGWREHDFKLHYHGWRUHDFKWKHXOWLPDWH
JRDOV7KHPDSVKRXOGEHUHDGDVDVWUDWHJLFVWRU\HLWKHUERWWRPXS³LI«WKHQ«´RUWRSGRZQ³WR
DFKLHYH[ZHQHHGWR«´
7DEOH6WUDWHJ\PDSSHUVSHFWLYHVIRUPLFURğQDQFHLQVWLWXWLRQV
Perspective Description
Social <RXU0),FUHDWHVLWVXOWLPDWHYDOXHE\UHDOL]LQJLWVPLVVLRQ7KDWLVZK\WKHVRFLDOSHUVSHF
WLYHLVSODFHGDWWKHWRSRIWKHPDSLQGLFDWLQJWKHXOWLPDWHVRFLDOYDOXHFUHDWLRQWKDWLVHV
VHQWLDOWRVXFFHVV*RRG¿QDQFLDOSHUIRUPDQFHLVDPHDQVWRDQHQG
Financial )LQDQFLDOSHUIRUPDQFHLVWKHHQDEOLQJIDFWRUWKHPHDQVWRUHDOL]HWKHVRFLDOPLVVLRQ:KDW
¿QDQFLDOUHVXOWVZLOOEHUHTXLUHGWRUHDFKWKHVRFLDOJRDO"7KHDQVZHULVDEDODQFHEHWZHHQ
LQYHVWLQJIRUORQJWHUPJURZWKDQGFXWWLQJFRVWVIRUVXSHULRUVKRUWWHUPUHVXOWV
&XVWRPHU 2UJDQL]DWLRQVVHUYHDWDUJHWJURXSDQGZKHWKHUWKHLQGLYLGXDOVLQWKDWJURXSDUHFDOOHGFXV
WRPHUVFOLHQWVFLWL]HQVVWDNHKROGHUVRUVRPHWKLQJHOVHWKHLUSHUFHSWLRQVRIWKHYDOXHFUH
DWHGE\WKHRUJDQL]DWLRQPDWWHU(DFKRIWKHSUHFHGLQJQDPHVFDUULHVWKHQXDQFHRIDSDUWLFX
ODUNLQGRIUHODWLRQVKLS,QDOOFDVHVXQGHUVWDQGLQJDQGUHVSRQGLQJWRWKHSDUWLFXODUQHHGVDQG
H[SHFWDWLRQVRIWKRVHLQYROYHGDUHHVVHQWLDOLQVHFXULQJDYLDEOHDQGEHQH¿FLDOUHODWLRQVKLS
,QWHUQDO
processes
7KHSURFHVVHVWKDWFUHDWHYDOXHIRUFOLHQWVDQGVWDNHKROGHUVGULYHRUJDQL]DWLRQDOSHUIRUPDQFH
7KHDELOLW\WRSHUIRUPWKHULJKWDFWLYLWLHVVXFFHVVIXOO\WUDQVIRUPLQJYDULRXVLQSXWVLQWRYDOXDEOH
RXWSXWVDQRUJDQL]DWLRQ¶VYDOXHFKDLQLVYLWDOWRPHHWLQJVWDNHKROGHUV¶QHHGVDQGH[SHFWDWLRQV
/HDUQLQJ
DQG*URZWK
2UJDQL]DWLRQDOVXFFHVVRYHUWKHORQJWHUPUHTXLUHVLQQRYDWLRQOHDUQLQJDQGJURZWKWKDWDUH
H[SUHVVHGLQWKHGHYHORSPHQWRISHRSOHDQGLQIUDVWUXFWXUH7KHVHHOHPHQWVFUHDWHWKHIRXQ
GDWLRQIRUIXWXUHRUJDQL]DWLRQDOVXFFHVVDQGDGGUREXVWQHVVWRDQRUJDQL]DWLRQ¶VVWUDWHJ\
,QWKLVSHUVSHFWLYHWKH0),VSHFL¿HVKRZLQWDQJLEOHDVVHWVSHRSOHWHFKQRORJ\FXOWXUH
VKRXOGEHGHYHORSHGDQGXVHGVRWKDWWKH\FUHDWHWKHEDVLVIRULWVVWUDWHJLFVXFFHVV
Figure 3.2 A strategy map 
Results
Inputs
Internal perspective
7RVDWLVI\RXUFXVWRPHUVDQGNH\VWDNHKROGHUV
ZKLFKSURFHVVHVPXVWZHH[FHODW"
Learning and growth perspective
7RDFKLHYHRXUPLVVLRQKRZPXVWRXURUJDQL
]DWLRQOHDUQDQGLPSURYH"
Social perspective
:KDWGRZHPHDQE\DFKLHYLQJ
RXUPLVVLRQ"
Financial perspective
7RDFKLHYHRXUPLVVLRQKRZFDQ
ZHHQVXUH¿QDQFLDOVXVWDLQDELOLW\"
Customer perspective
7RDFKLHYHRXUPLVVLRQKRZPXVW
ZHORRNWRRXUFXVWRPHUV"
7RDFKLHYHRXUPLVVLRQKRZPXVW
ZHORRNWRRXUNH\VWDNHKROGHUV"
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7KHVWUDWHJ\PDSDOVRUHÀHFWVWKHPRVWLPSRUWDQWVWUDWHJLFFKRLFHV\RXPDNHZLWKLQ\RXU0),
 
 <RXUFKRLFHRIPLVVLRQLVGHFRQVWUXFWHGIURPERWKVRFLDODQG¿QDQFLDOSHUVSHFWLYHV
 <RXUFKRLFHVRIWDUJHWPDUNHWDQGQHHGVWREHDGGUHVVHGDUHRXWOLQHGLQWKHFXVWRPHUSHUVSHFWLYH
 <RXU0),¶VFRPSHWLWLYHDGYDQWDJHLVUHÀHFWHGLQLQWHUQDOSURFHVVHVDQGOHDUQLQJDQGJURZWKSHU
VSHFWLYHV+RZ\RXGHFLGHWRGHYHORSLQWDQJLEOHDVVHWVLQVXSSRUWRINH\LQWHUQDOSURFHVVHVZLOO
FRQWULEXWHPRVWWREXLOGLQJ\RXULQVWLWXWLRQ¶VVXVWDLQDEOHFRPSHWLWLYHDGYDQWDJH$VDVVHWVXQLTXH
WR\RXULQVWLWXWLRQWKH\DUHPRUHGLI¿FXOWWRFRS\WKDQSURGXFWVDQGVHUYLFHVDOUHDG\RQWKHPDUNHW
7KHVWUDWHJ\PDSFRQWULEXWHVWR\RXUVWUDWHJLFPDQDJHPHQWLQPXOWLSOHZD\V,W
  
• IntegratesGLIIHUHQWLQVWLWXWLRQDOSHUVSHFWLYHVDQGIXQFWLRQVLQWRRQHFRKHUHQWVWUDWHJ\VKRZLQJ
WKHLULQWHUUHODWLRQVKLSV
• AlignsDOORI\RXULQWDQJLEOHFDSLWDOLQIRUPDWLRQSHRSOHDQGFXOWXUHDQGNH\RUJDQL]DWLRQDOSURF
HVVHVZLWKWKHUHVXOWV\RXZDQWWRDFKLHYH,QWKLVZD\FKDQJHLQRQHDUHDUHLQIRUFHVFKDQJHVLQ
DQRWKHU±DOOFRQWULEXWLQJWRWKH¿QDOUHVXOWV
• BalancesVKRUWWHUPDQGORQJHUWHUPUHVXOWVDVZHOODV¿QDQFLDODQGVRFLDOJRDOVHQVXULQJWKDWWKH
VKRUWWHUPVXFFHVVLVQRWDFKLHYHGDWWKHH[SHQVHRIORQJHUWHUPUHVXOWVRUYLFHYHUVD
• CommunicatesDQGWUDQVODWHVDPXOWLSDJHVWUDWHJLFGRFXPHQWLQWRDRQHSDJHYLVXDOVWRU\6XFK
DVKRUWDQGFRPSUHKHQVLYHLQVWUXPHQWLVYHU\KHOSIXOIRUFRPPXQLFDWLQJ\RXUVWUDWHJ\WRVWDIIDQG
RWKHUVWDNHKROGHUV
3.3 The BSC measurement tool
The BSC measurement tool: purpose and components 
7KH%DODQFHG6FRUHFDUGPHDVXUHPHQWWRROWUDQVODWHVWKHVWUDWHJ\PDSDQGLQSDUWLFXODUVWUDWHJLFVWDWH
PHQWVLQWRPHDVXUDEOHREMHFWLYHVWKDWFRQVLVWRIVSHFL¿FGHVFULSWLRQVDVVRFLDWHGPHDVXUHVIRUPRQL
WRULQJSURJUHVVDQGWLPHERXQGWDUJHWV7KHVHHOHPHQWVDUHGHVFULEHGEHORZ
• ObjectivesIRUHDFKVWUDWHJLFVWDWHPHQWLQWKHVWUDWHJ\PDSVKRZZKDWWKHRUJDQL]DWLRQZDQWVWR
DFKLHYHRYHUDVKRUWHUSHULRGRIWLPH\HDUV
• MeasuresDUHPHWULFVGH¿QLQJKRZWKHREMHFWLYHVFDQEHWUDFNHG7KH\DOORZIRUPRQLWRULQJ
SURJUHVVWRZDUGVDFKLHYLQJREMHFWLYHV7KHVHLQFOXGHlag and leadLQGLFDWRUV/HDGLQGLFDWRUVWHOO
\RXLI\RXDUHRQWKHULJKWWUDFNWRUHDFKDQREMHFWLYH/DJLQGLFDWRUVWHOO\RXZKHWKHUWKHREMHF
WLYHVKDYHRUKDYHQRWEHHQUHDFKHG7KHEHQH¿WFRPHVIURPPL[LQJOHDGLQGLFDWRUVLQGLFDWRUVWKDW
KDYHDSUHGLFWLYHTXDOLW\ZLWKODJLQGLFDWRUVLQGLFDWRUVWKDWSURYLGHKLVWRULFDOLQIRUPDWLRQLQD
PHDVXUHPHQWV\VWHPWKDWHQVXUHVWKDWWKHRUJDQL]DWLRQQRWRQO\ORRNVDWWKHSDVWWRHYDOXDWHLWVHI
IRUWVEXWDOVRPRQLWRUVSUHVHQWDFWLYLWLHVWKDWZLOOLQÀXHQFHWKHRUJDQL]DWLRQ¶VIXWXUH
• TargetsDVVLJQVSHFL¿FQXPEHUVWRPHDVXUHVWREHDFKLHYHGZLWKLQDVSHFL¿HGWLPH
• An information systemIRUFROOHFWLQJSURFHVVLQJDQGUHSRUWLQJSURJUHVVWRZDUGVWKHREMHFWLYHV
LQWHJUDWHGLQWRRQJRLQJDFWLYLWLHVRI\RXU0),
Measuring strategic progress to ensure long-term value creation in everyday activities
7KH%6&WHOOV\RXKRZ\RXDUHSURJUHVVLQJWRZDUGVORQJWHUPVRFLDODQG¿QDQFLDOJRDOV7KH%6&
KHOSVWRLGHQWLI\REMHFWLYHVDQGPHDVXUHVDFURVVDOOSHUVSHFWLYHV)LQDQFLDOUHVXOWVDUHFRPELQHGZLWK
QRQ¿QDQFLDOPHDVXUHVWRLQGLFDWHSURJUHVVRQFUHDWLQJYDOXHWKURXJKLQYHVWPHQWLQFXVWRPHUVVXSSOL
HUVHPSOR\HHVSURFHVVHVWHFKQRORJ\DQGLQQRYDWLRQ$VDUHVXOW\RXUPDQDJHPHQWWHDPFDQIXQF
WLRQIURPGD\WRGD\DQGPDNHGHFLVLRQVWKDWDUHQRWRQO\EHQH¿FLDOLQWKHVKRUWWHUPEXWFRQWULEXWHWR
ORQJWHUPYDOXHFUHDWLRQ
20
3.4  Change management tools 
7KHFKDQJHPDQDJHPHQWWRROVKHOS\RXLPSOHPHQW\RXUSODQWKURXJKNH\VWUDWHJLFLQLWLDWLYHVZKLFK
\RXZLOOVHOHFWIURPDPRQJPDQ\WRJHWKHUWKH\FRQVWLWXWHDFKDQJHPDQDJHPHQWSODQFRPSULVHGRI
IRXUFRPSRQHQWV
• A high level action planLGHQWL¿HVNH\LQLWLDWLYHVSURMHFWVWKDWWKH0),VKRXOGSXUVXHWRUHDFKLWV
VWUDWHJLFREMHFWLYHV
• Initiatives documentationSURMHFWGHVFULSWLRQVSODQVDQGEXGJHWVKHOSVWRPDQDJHWKHLQLWLD
WLYHV
• A communication planRXWOLQHVNH\DXGLHQFHVHJVWDIIPDQDJHPHQW%RDUGH[WHUQDOVWDNHKROG
HUVDQGWKHNH\PHVVDJHVWKH\QHHGWRXQGHUVWDQGLQRUGHUWRIRVWHUWKHLUFRPPLWPHQWWRHQKDQFLQJ
VWUDWHJLFPDQDJHPHQWZLWKWKH%6&
• A capacity building planLGHQWL¿HVNH\JDSVLQVNLOOVDQGFRPSHWHQFLHVWKDWQHHGWREHRYHUFRPH
LQRUGHUWRHIIHFWLYHO\LPSOHPHQWWKHVWUDWHJ\
+RZWKH%DODQFHG6FRUHFDUGEHQH¿WVVWUDWHJLFPDQDJHPHQW
8VLQJWKH%DODQFHG6FRUHFDUGWRPDSDQGPHDVXUHVWUDWHJLFPDQDJHPHQWSURFHVVHVRIIHUVDQXPEHURI
EHQH¿WVIRU0),V
Strengthening double bottom line performance:7KH%DODQFHG6FRUHFDUGSURYLGHVDFRPSUHKHQVLYH
IUDPHZRUNWKDWDOORZV\RXWRFODULI\ORQJWHUPVRFLDODQG¿QDQFLDOJRDOVDQGEDODQFH\RXUVWUDWHJLF
GHFLVLRQVEHWZHHQWKHWZR%\FODULI\LQJWKH0),JRDOVDQGZKDWLWZLOOWDNHWRDFKLHYHWKHPWKH
VFRUHFDUGVXSSRUWV\RXWKH0),PDQDJHULQPDNLQJHYHU\GD\FKRLFHVZKLOHNHHSLQJDORQJHUWHUP
SHUVSHFWLYHLQPLQG7KHFODULW\RIWKH¿QDOJRDODQGWKHLPSOLFDWLRQVRIGLIIHUHQWSRWHQWLDOFKRLFHV
PLQLPL]HWKHFKDOOHQJHRIPDNLQJVKRUWWHUPVRFLDODQG¿QDQFLDOWUDGHRIIV
(QJDJLQJWKHVWDIIWRVXSSRUW\RXUPLVVLRQIXO¿OOPHQW7KH6FRUHFDUGKHOSVWRFRPPXQLFDWH\RXU
0),¶VPLVVLRQVWUDWHJ\DQGSHUIRUPDQFHWRWKHVWDII,WSURYLGHVSUDFWLFDOWRROVWRSXW\RXUVWUDWHJ\LQ
DRQHSDJHGRFXPHQWWKDWFDQEHHDVLO\XQGHUVWRRGE\VWDIIDWDOOOHYHOV:LWKDVROLGXQGHUVWDQGLQJRI
WKHLUFRQWULEXWLRQWRRYHUDOOSHUIRUPDQFHWKHVWDIIPRUHUHDGLO\EX\VLQWRWKHVWUDWHJ\DQGWKHLUVXS
SRUWVWLPXODWHVLQWHUQDOOHDGHUVKLSIRUFKDQJH
Informing external stakeholders for long-term support of your activities:7KH6FRUHFDUGZLOOKHOS
\RXFRPPXQLFDWH\RXUORQJWHUPRUJDQL]DWLRQDOYLVLRQDQGVWUDWHJ\DVZHOODVSURJUHVVWRZDUGV\RXU
GRXEOHERWWRPOLQHWRRWKHUVWDNHKROGHUVLQFOXGLQJLQYHVWRUVGRQRUVDQGVWUDWHJLFDOOLHV
Staying competitive in different markets:7KH6FRUHFDUGKHOSV\RXWRFODULI\\RXUVWUDWHJ\DQGDOLJQ
DOOUHVRXUFHVVRWKDWLPSOHPHQWDWLRQLVIRFXVHGRQVWUHQJWKHQLQJ\RXUcompetitive advantage7KLVLV
SRVVLEOHE\VXSSRUWLQJWKHGHYHORSPHQWRINH\FRPSHWHQFLHV
Leveraging your scarce resources through better alignment:7KH6FRUHFDUGKHOSV\RXWRLGHQWLI\
\RXUNH\FRPSHWHQFLHVQHFHVVDU\WRVXFFHHGDQGDOLJQDOO\RXUDFWLYLWLHVDQGUHVRXUFHVZLWK\RXUFKR
VHQFRXUVHRIDFWLRQVRWKDWWKH\EULQJWKHKLJKHVWOHYHUDJH
,QRWKHUZRUGVWKH%6&DOORZV\RXWREHHIIHFWLYHLQPDQDJLQJ\RXUGRXEOHERWWRPOLQHWKURXJKPDN
LQJLQIRUPHGGHFLVLRQVQRZWKDWKDYHORQJWHUPLPSOLFDWLRQVIRUVXFFHVVLQDFKLHYLQJ\RXUPLVVLRQ
21
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Chapter 4
Chapter 4. Systematizing strategic management by integrat-
ing the Balanced Scorecard
7KLVFKDSWHUGHVFULEHV
• Steps of the systematization process
 +RZWRHIIHFWLYHO\FRQGXFWWKHSURFHVV
4.1. What are the steps of the systematization process?
+HUHDUHWKHVWHSVLQWKHSURFHVVRIV\VWHPDWL]LQJVWUDWHJLFPDQDJHPHQWE\XVLQJWKH%DODQFHG
6FRUHFDUGWRROV
Preparation
)LUVWVWUDWHJLFDQDO\VLVLVFRQGXFWHGDQGWKHVWUDWHJLFWHDPDVVHPEOHG
Deconstructing the mission: 7KHPLVVLRQLVGLVFXVVHGLQRUGHUWRUHFRJQL]HNH\RYHUDOOGLUHFWLRQV
IRUWKHLQVWLWXWLRQZKDWFKDQJHVQHHGWREHPDGHZKDWJURXSVVKRXOGEHVHUYHGZKDWQHHGVVKRXOG
EHDGGUHVVHGDQGZKDW¿QDQFLDOJRDOVKRXOGEHDFKLHYHG
Diagnosing the current position: 7KHLQVWLWXWLRQUHFRJQL]HVLWVVWUHQJWKVDQGZHDNQHVVHVDQGGLV
FHUQVH[WHUQDOWUHQGVWRUHVSRQGWR
Making strategic choices and identifying key strategic issues: 0DNHVWUDWHJLFFKRLFHVLQUHODWLRQ
WRPLVVLRQREMHFWLYHVDQGFXUUHQWPDUNHWSRVLWLRQ.H\VWUDWHJLFLVVXHVGHWHUPLQLQJWKHVXFFHVVRI
WKHVWUDWHJ\DUHLGHQWL¿HG
Developing a strategy map.H\VWUDWHJLFLVVXHVYLHZHGIURPGLIIHUHQWSHUVSHFWLYHVZLWKLQ\RXU
LQVWLWXWLRQDUHWUDQVODWHGLQWRVWUDWHJLFVWDWHPHQWV7KHVHDUHWKHQZRYHQLQWRDVWUDWHJ\PDS
Figure 4.1 Strategic management process
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Developing BSC measurement: 2QFHWKHVWUDWHJ\PDSLVGHVLJQHGREMHFWLYHVDUHVHWIRUHDFK
VWDWHPHQWLQGLFDWRUVGHYHORSHGDQGWDUJHWVGHWHUPLQHG
Developing a change management plan: $WWKLVVWDJHWKHLQVWLWXWLRQOLQNVFXUUHQWLQLWLDWLYHVWRWKH
%6&DQGGHYHORSVQHZRQHV(DFKLQLWLDWLYHVKRXOGEHWKRXJKWIXOO\SODQQHG
Implementing strategy as an ongoing process: 6WUDWHJ\LPSOHPHQWDWLRQLVDQRQJRLQJSURFHVVLW
FDQVWDUWIURPDQ\SRLQWEXWLWVHQGFDQQHYHUEHGHWHUPLQHG7KHLPSOHPHQWDWLRQSKDVHLQYROYHV
OHDUQLQJWKURXJKSUDFWLFHDQGUHYLVLWLQJSUHYLRXVVWDJHVRIWKHSURFHVV
4.2 What are the keys to success?
Take a project-based approach to integrating the Balanced Scorecard into strategic manage-
ment processes
:KHQ\RXU0),GHFLGHVWRV\VWHPDWL]HLWVVWUDWHJLFPDQDJHPHQWWKURXJKWKHXVHRIWKH%6&\RX
QHHGWRDSSURDFKWKHWDVNDVDSURMHFWIRFXVHGRQUHHQJLQHHULQJH[LVWLQJSURFHVVHVRIVWUDWHJLFPDQ
DJHPHQWRULQWURGXFLQJQHZRQHV7KLVZLOOUHTXLUHDQDSSURSULDWHUHDOORFDWLRQRIVWDIIWLPHDQG
¿QDQFHVWRWKLVLQLWLDWLYH
Incorporate BSC into existing planning and control mechanisms
6WUDWHJLFPDQDJHPHQWDQG%6&ZLOOUHPDLQHIIHFWLYHDVORQJDVWKH\UHLQIRUFHDOODUHDVRILQVWL
WXWLRQDOH[LVWHQFH7KXVLWLVSDUWLFXODUO\LPSRUWDQWWRXVH%6&WRROVWRVXSSRUW\RXULQVWLWXWLRQ¶V
H[LVWLQJSURFHVVHVRIVWUDWHJLFDQGRSHUDWLRQDOSODQQLQJDQGFRQWURO,WLVEHWWHUWRLQWHJUDWHWKH%6&
WRROVLQWRH[LVWLQJPHFKDQLVPVKRZHYHUVFDWWHUHGRULQFRPSOHWHWKH\PD\EHUDWKHUWKDQWUHDWWKH
LQLWLDWLYHDVFUHDWHDSURMHFWVHSDUDWHIURPWKHRUJDQL]DWLRQ¶VRQJRLQJRSHUDWLRQV
Change management is key to success
7KHSURFHVVRIV\VWHPDWL]LQJVWUDWHJLFPDQDJHPHQWDVZHOODVVWUDWHJLFPDQDJHPHQWLWVHOIFKDQJHV
WKHZD\DQRUJDQL]DWLRQIXQFWLRQV:KHQVXFKFKDQJHVSURYRNHVWDIIUHVLVWDQFH\RXPXVWSD\DW
WHQWLRQWRXSJUDGLQJWKHLUDWWLWXGHVNQRZOHGJHVNLOOVDQGSUDFWLFHV&KDQJHPDQDJHPHQWUHTXLUHV
LQFUHDVHGSDUWLFLSDWLRQFRPPXQLFDWLRQDQGWUDLQLQJ
Making strategy part of everybody’s job
6WUDWHJLHVRIWHQIDLOWRWKHH[WHQWWKH\DUHDWWULEXWDEOHWRRQO\RQHSHUVRQ7REHVXFFHVVIXOVWUDWHJ\
QHHGVWRLQYROYHHYHU\RQHLQWKHLQVWLWXWLRQEHFDXVHGHVLUHGUHVXOWVFDQEHDIIHFWHGE\DOO
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Chapter 5. Preparation
7KLVFKDSWHUGLVFXVVHV
 $UWLFXODWLQJD5DWLRQDOHIRUWKH%DODQFHG6FRUHFDUG
• Assembling  a team
5.1 What activities are involved in the preparation stage?
7RVWDUWWKHVWUDWHJLFPDQDJHPHQWSURFHVV\RXQHHGWRGRWKHIROORZLQJ
 ,GHQWLI\\RXULQVWLWXWLRQ¶VSUREOHPVDQGH[SODLQZK\DQGKRZLPSURYHGV\VWHPDWLFVWUDWHJLF
PDQDJHPHQWZLOODGGUHVVWKHP([SODLQWKHXVHIXOQHVVRIWKH%DODQFHG6FRUHFDUGWRRO
 *HW\RXU%RDUGDQG7RS0DQDJHPHQWWRFRPPLWWRWKHVWUDWHJLFPDQDJHPHQWSURFHVV
 $VVHPEOHDFRPPLWWHGHQWKXVLDVWLFWHDP
 $VVLJQDSSURSULDWHUHVRXUFHVWRWKHHIIRUW
5.2 Articulate a rationale for using the Balanced Scorecard
%HIRUH\RXEHJLQXVLQJWKH%DODQFHG6FRUHFDUGWRROV\RXVKRXOGNQRZZKDWLVVXHV\RXZDQWWR
DGGUHVVDQGWKHUHVXOWV\RXGHVLUH7KHIROORZLQJVLWXDWLRQDOGLDJQRVHVPD\UHÀHFWVLPLODULVVXHVDW
\RXULQVWLWXWLRQVHH7DEOH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Figure 5.1 Strategic management process
• Rationale
 %RDUG	0DQDJHPHQW%X\LQ
• Assembling a Team
 $OORFDWLQJ5HVRXUFHV
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Table 5.1 Illustrative examples of institutional situations that BSC tools can address
Current situation diagnosis How using the BSC tools can help
6WUDWHJ\DW\RXU0),LVGHWHUPLQHGE\RQHSHU
VRQRUE\DUHVWULFWHGJURXSVXFKDVWKH([HFX
WLYH'LUHFWRURUWKH%RDUGRI'LUHFWRUV8VXDOO\
LWVWD\VRQSDSHUDVDYLUWXDOGRFXPHQWRUGRHVQ¶W
JHWFRPPXQLFDWHGLQDIRUPWKDWLVXQGHUVWRRGE\
DOOWKHHPSOR\HHV$VDFRQVHTXHQFHLWLVGLI¿FXOW
WRLPSOHPHQW2IWHQLWLVGHOHJDWHGGRZQZDUG
E\WKRVHZKRKDYHGHYHORSHGLWDQGFUHDWLYHVWDII
LQSXWLVQRWLFHDEO\PLVVLQJ
7KHLPSOHPHQWDWLRQRIWKH%DODQFHG6FRUHFDUGE\D
WHDPFRQVLVWLQJRIIXQFWLRQDOPDQDJHUVZRXOGKHOS
WRGHVFULEHWKHVWUDWHJ\WDNLQJLQWRDFFRXQWHDFK
IXQFWLRQDODUHD¶VSHUVSHFWLYH$VDRQHSDJHGRFX
PHQWLWZRXOGEHHDV\WRFRPPXQLFDWHDVZHOODV
RSHUDWLRQDOL]HZKLOHXVLQJRWKHU%6&WRROVWREXLOG
FRPPLWPHQWDQGOHDGHUVKLSDFURVV\RXURUJDQL]D
tion.
<RXUVHQLRUPDQDJHPHQWWHDPVSHQGVPXFKPRUH
WLPHGLVFXVVLQJRSHUDWLRQDOLVVXHVDQGYDULDQFHV
IURPWKHSODQWKDQLWGRHVVWUDWHJL]LQJ
,PSOHPHQWDWLRQRIWKH%DODQFHG6FRUHFDUGZRXOG
SURYLGH\RXUPDQDJHUVZLWKLQIRUPDWLRQDERXWDQG
XQGHUVWDQGLQJRIORQJWHUPVWUDWHJLFVXFFHVVWKXV
VKLIWLQJWKHLUGLVFXVVLRQIURPRSHUDWLRQDOLVVXHVWR
PRUHVWUDWHJLFORQJWHUPSUREOHPV
<RXUVWDIIGRHVQRWKDYHDVROLGXQGHUVWDQGLQJRI
\RXU0),¶VPLVVLRQDQGVWUDWHJ\DQGWKHUHIRUHGR
QRWXQGHUVWDQGKRZWKHLUGDLO\DFWLRQVFRQWULEXWHWR
WKHRUJDQL]DWLRQ¶VVRFLDODQG¿QDQFLDOSHUIRUPDQFH
7KH%6&VWUDWHJ\PDSZRXOGEHDXVHIXOWRROIRU
FRPPXQLFDWLQJWKHVWUDWHJ\WR\RXUVWDII%\EUHDN
LQJGRZQVWUDWHJLFREMHFWLYHVDFFRUGLQJWRIXQFWLRQ
DQGRUOHYHOHDFKVWDIIPHPEHUZRXOGEHDEOHWR
OLQNWKHVWUDWHJ\WRWKHLURZQZRUN
<RXKDYHQXPHURXVLQLWLDWLYHVDQGDFWLRQVWDNLQJ
SODFHLQ\RXU0),EXWQRWDOODUHRIHTXDOVWUDWHJLF
LPSRUWDQFH3ULRULWLHVDW\RXURUJDQL]DWLRQDUHRIWHQ
GLFWDWHGE\FXUUHQWQHFHVVLW\RU¿UH¿JKWLQJQRWE\
ORQJWHUPVWUDWHJLFREMHFWLYHV
7KH%6&WRROVKHOSWRLGHQWLI\NH\DUHDVIRUSDU
WLFXODUDWWHQWLRQDQGZHHGRXWQRQVWUDWHJLFLQLWLD
WLYHV3D\LQJDWWHQWLRQWRVKRUWWHUPDQGORQJWHUP
VXFFHVVGULYHUVKHOSVWRUHVSRQGWRVKRUWHUWHUPLV
VXHVZKLOHQRWORRVLQJVLJKWRIORQJHUWHUPVWUDWHJLF
REMHFWLYHV
3HRSOHWHQGWRVWD\ZLWKLQWKHLURZQDUHDVDQGDVD
UHVXOW\RXKDYHOLWWOHFROODERUDWLRQDPRQJGHSDUW
ments.
7KH%6&VWUDWHJ\PDSKHOSV\RXXQGHUVWDQGKRZ
GLIIHUHQWRUJDQL]DWLRQDOIXQFWLRQVVKRXOGVXSSRUW
HDFKRWKHUDQGZRUNWRJHWKHUWRDFKLHYHRUJDQL]D
WLRQDOUHDOL]DWLRQRIWKH0),PLVVLRQ7KH6FRUH
FDUGDQGFKDQJHPDQDJHPHQWSODQKHOSPDNHWKLV
KDSSHQ
<RXURUJDQL]DWLRQODFNVFOHDUO\GH¿QHGSHUIRU
PDQFHREMHFWLYHV¶WDUJHWVDQGZD\VWRPHDVXUHERWK
¿QDQFLDODQGVRFLDOLQGLFDWRUV&RQVHTXHQWO\\RX
GRQ¶WNQRZKRZ\RXDUHSURJUHVVLQJWRZDUGV\RXU
ORQJWHUPVRFLDODQG¿QDQFLDOJRDOV$VDUHVXOW
\RXVRPHWLPHVPDNHGHFLVLRQVWKDWDUHEHQH¿FLDOLQ
WKHVKRUWWHUPEXWPD\XQGHUPLQHORQJWHUPYDOXH
creation.  
7KH%6&KHOSVWRLGHQWLI\VWUDWHJLFDOO\UHOHYDQW
ZD\VWRPHDVXUH\RXURUJDQL]DWLRQ¶V¿QDQFLDODQG
VRFLDOLQGLFDWRUVVKRUWWHUPDQGORQJHUWHUPUHVXOWV
DQGRUJDQL]DWLRQDOLQSXWVDQGRXWSXWV
7KHFDVHVLQ%R[HVDQGLOOXVWUDWHUHDOFKDOOHQJHVWKDWKDYHPRWLYDWHG0),VWRWXUQWRWKH
%DODQFHG6FRUHFDUGDVDZD\WRXSJUDGHWKHLUVWUDWHJLFPDQDJHPHQW/LNHWKHRUJDQL]DWLRQVSUR¿OHG
KHUH\RXVKRXOGFODULI\WKHLVVXHVZLWKLQ\RXURUJDQL]DWLRQWKDW\RXKRSHWRDGGUHVV
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Box 5.1 Professionalizing strategic management
,Q3HUXWKH1*20DQXHOD5DPRVOLNHPDQ\RWKHU0),VKDGDOUHDG\PDVWHUHGRSHUDWLRQDOPDQDJHPHQW
,WZDVYHU\HI¿FLHQWLQH[HFXWLQJLWVDQQXDOSODQKRZHYHULWODFNHGDV\VWHPIRUHIIHFWLYHO\GHYHORSLQJ
LPSOHPHQWLQJDQGPDQDJLQJDEDODQFHGDQGPHDVXUDEOHRUJDQL]DWLRQDOVWUDWHJ\7KHODFNRIV\VWHPDWL]HG
VWUDWHJLFPDQDJHPHQWSURFHVVHVPDGHLWGLI¿FXOWWRGLVWLQJXLVKVWUDWHJLFIURPRSHUDWLRQDODFWLYLWLHVDQGLQ
FRQVHTXHQFHIRFXVRQZKDWZDVUHDOO\LPSRUWDQWWRLWVORQJWHUPVXFFHVV9HU\RIWHQORQJHUWHUPDFWLYL
WLHVDOWKRXJKVHHPLQJO\NH\WRWKH0),ZHUHSXWDVLGHDVUHVRXUFHVZHUHDOORFDWHGWRPRUHXUJHQWRQJR
LQJDFWLYLWLHV
3ODQQLQJSURFHVVHVZHUHOLPLWHGWRVHWWLQJDQQXDO¿QDQFLDOWDUJHWVIRUWKHRUJDQL]DWLRQDVDZKROHDQG
IRUHDFKUHJLRQDORI¿FH7KHUHZHUHQRVRFLDOSHUIRUPDQFHWDUJHWVVHW(YHU\\HDUPDQDJHPHQWPHWZLWK
UHJLRQDOKHDGVWRSURJUDPDQQXDOWDUJHWV7KHPHFKDQLVPIRUSURJUHVVPRQLWRULQJDQGFRQWUROZDVLQSODFH
RQO\IRU¿QDQFLDOPHDVXUHVDQGWKHV\VWHPIRUPRQLWRULQJWKHUHDOL]DWLRQRIDFWLRQSODQVZDVLQDGHTXDWH
,QVXFKDFRQWH[WWKHWHDPH[SHFWHGLPSOHPHQWDWLRQRIWKH6WUDWHJLF0DQDJHPHQWWRROVWRSURIHVVLRQDOL]H
DQGV\VWHPDWL]HVWUDWHJLFPDQDJHPHQWSURFHVVHVFORVHO\OLQNLQJVWUDWHJ\WRRSHUDWLRQV7KH\KRSHGWRIR
FXVWKHGDLO\ZRUNRIWKHZKROHRUJDQL]DWLRQRQLWVNH\SULRULWLHVLQFOXGLQJPHDVXUDEOHVRFLDOSHUIRUPDQFH
REMHFWLYHVDQGDOORFDWHHQRXJKUHVRXUFHVWRUHDOL]HERWKVKRUWHUDQGORQJHUWHUPSODQV
Box 5.2 Staying focused on the mission as regulated institution 
+DYLQJEHJXQWKHWUDQVIRUPDWLRQWREHFRPHDUHJXODWHGLQVWLWXWLRQ0').DPXUMWRRNDGHFLVLRQWRUHLQ
IRUFHLWVVWUDWHJLFPDQDJHPHQWSURFHVVHV0DQDJHPHQWZDVFRQFHUQHGDERXWSRWHQWLDOPLVVLRQGULIWFDXVHG
E\QHZUHJXODWLRQVQHZSHUIRUPDQFHUHTXLUHPHQWVDQGDQH[SHFWHGFKDQJHLQRUJDQL]DWLRQDOFXOWXUH
,QDGGLWLRQ0').DPXUMVWURQJO\IHOWWKDWVWUDWHJLFSODQQLQJXVLQJWKHVWUDWHJLFPDQDJHPHQWWRRONLW
ZRXOGVWUHQJWKHQLWVPDUNHWSRVLWLRQHVSHFLDOO\LQUXUDOPDUNHWVZKLFK0').DPXUMKDGRQO\UHFHQWO\HQ
WHUHGDQGZKHUHWKH\IDFHGVWLIIFRPSHWLWLRQIURPDUXUDOFRPPHUFLDOEDQN7KLVVWLPXODWHG0').DPXUM
WRPDNHEHWWHUXVHRILWVVRFLDOPLVVLRQVRDVWRGLIIHUHQWLDWHLWVHOIIURPFRPPHUFLDOSOD\HUV
/LNHDQ\SURIHVVLRQDORUJDQL]DWLRQ0').DPXUMDOUHDG\KDGVWUDWHJLFSODQQLQJSURFHVVHVLQSODFH0RVW
RIWKHVHDFWLYLWLHVZHUHFDUULHGRXWE\WKH([HFXWLYH'LUHFWRULQFRQVXOWDWLRQZLWKWKH%RDUGRI'LUHFWRUV
6HQLRUPDQDJHUVZHUHLQYROYHGLQVRPHDFWLYLWLHVWKRXJKLWZDVUDWKHUDGKRF6WUDWHJ\ZDVFRPPXQL
FDWHGWRWKHVWDIILQWKHIRUPRID\HDUEXVLQHVVSODQ
$OWKRXJKVWDIIZDVNQRZOHGJHDEOHDERXWFRUHVWUDWHJLHVDQGSODQQHGEXVLQHVVDFWLYLWLHVPRVWZHUHDOLWWOH
ELWORVWZLWKUHJDUGWRKRZWKHLURZQZRUNFRQWULEXWHGWRRUJDQL]DWLRQDOVXFFHVV7KXVPDQDJHUVUDUHO\
WRRNVWUDWHJLFLQLWLDWLYHRUIHOWUHVSRQVLEOHIRUHQGUHVXOWV(YHU\WKLQJHQGHGXSLQWKHKDQGVRIWKH([HFX
WLYH'LUHFWRU,WVSDUWLFLSDWRU\DSSURDFKZDVRQHRIWKHPRVWDSSHDOLQJDVSHFWVRIWKHVWUDWHJLFPDQDJHPHQW
WRRONLWDVLWSURPLVHGWRPDNHVWDIILQWHUQDOL]HWKHRUJDQL]DWLRQ¶VVWUDWHJ\
)LQDOO\VWDIIFUHDWLYLW\ZDVERXQGOHVVLWZDVWLPHIRU0').DPXUMWRSULRULWL]HDORQJOLVWRISRVVLEOHLQ
WHUYHQWLRQVDQGVHOHFWVWUDWHJLFWKHPHVIURPLWVVWUHQJWKVLQRUGHUWRDFFRPSOLVKLWVPLVVLRQDQGVWD\DKHDG
RIWKHFRPSHWLWLRQ
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5.3 Build your team 
7KHVLQJOHPRVWLPSRUWDQWFRQGLWLRQIRUVXFFHVVLVWKHcommitment and active involvement of 
your senior management team and Board7KH%RDUGRI'LUHFWRUVLVNH\WRVHWWLQJVWUDWHJLFGL
UHFWLRQVDQGRYHUVHHLQJVWUDWHJ\LPSOHPHQWDWLRQ,WLVRIXWPRVWLPSRUWDQFHWRKDYH\RXU%RDUGVLJQ
RIIRQ%6&LPSOHPHQWDWLRQLQLWLDWLYHVEHIRUH\RXPRYHIRUZDUG:KLOHWKHLUGLUHFWSDUWLFLSDWLRQLV
DOVRYDOXDEOHLWLVQRWDOZD\VIHDVLEOH7KHUHIRUHVHOHFWDVHQLRUH[HFXWLYHWRVWD\LQFRQWDFWZLWK
WKH%RDUGWKURXJKRXWWKHSURFHVVXSGDWLQJWKHPFRQWLQXDOO\DQGJHWWLQJWKHLUDSSURYDOIRUQHZV\V
tems and tools.
(TXDOO\LPSRUWDQWLVWKHcommitment of your Executive Director and Top Management7KH\
PXVWXQGHUVWDQGWKHLVVXHVLQYROYHGDQGSURYLGHRWKHUPDQDJHUVZLWKHQRXJKDXWKRULW\DQGVXSSRUW
WRLPSOHPHQWWKHSURFHVV7KHLUDFWLYHSDUWLFLSDWLRQLQWKHSURFHVVLVKLJKO\UHFRPPHQGHG$QHI
IHFWLYHVWUDWHJ\UHTXLUHVFKDQJHIURPHYHU\SDUWRIWKHRUJDQL]DWLRQ:LWKRXWHQHUJHWLFDQGLQYROYHG
OHDGHUVFKDQJHZLOOQRWRFFXU
)LQDOO\VHOHFWDJRRGWHDPWKDWHPEUDFHVVWUDWHJLFPDQDJHPHQWDVSURFHVVDERXWSHRSOH±WKHLU
NQRZOHGJHVNLOOVDQGFRPPLWPHQW7KHIROORZLQJSHRSOHDUHFULWLFDOPHPEHUVRIWKHWHDP
• Executive sponsor:SURYLGHVOHDGHUVKLSDQG
VXSHUYLVLRQRIWKHSURFHVVDQGLVXVXDOO\LGHQWL
¿HGIURPWKH7RS0DQDJHPHQWWHDP7KHVSRQ
VRUPDLQWDLQVFRPPXQLFDWLRQZLWKLQWHUQDODQG
H[WHUQDOVWDNHKROGHUVDQGSURYLGHVUHVRXUFHVWR
WKHWHDP
• Project Champion: OHDGVWKHLQLWLDWLYHFRRUGL
QDWHVPHHWLQJVDQGDFWLYLWLHVDVVHPEOHVEDFN
JURXQGPDWHULDOUHSRUWVWRWKH%RDUGDQGRU
WRSPDQDJHPHQWGHYHORSVDQHIIHFWLYHWHDP
WKURXJKFRDFKLQJDQGVXSSRUW<RXU&KDPSLRQ
FDQFRPHIURPDQ\OHYHORIVWDIIVRORQJDV
KHVKHVKRZVDGH¿QLWHLQWHUHVWLQDQGÀDLUIRU
VWUDWHJ\7KH&KDPSLRQ¶VUROHLVWRPDQDJHWKH
SURMHFWZLWKWHFKQLFDOVXSSRUWFRPLQJIURPWKH
LPSOHPHQWDWLRQWHDPDQGVSRQVRUVKLSSURYLGHG
E\WKHH[HFXWLYH7KH&KDPSLRQGRHVDOOWKH
UXQQLQJWRPDNHWKHVWUDWHJ\ZRUNEXWKLVUROH
VKRXOGQRWEHFRQIXVHGZLWKWKHVSRQVRUVKLS
role of Top Management.
• Team members:SURYLGHH[SHUWNQRZOHGJHRI
EXVLQHVVXQLWVRUIXQFWLRQDODUHDVDFWDVSURMHFW
DPEDVVDGRUVZLWKLQWKHLUXQLWVDQGWHDPVLQ
IRUPDQGLQÀXHQFHWKHVWDII7KHLPSOHPHQWD
WLRQWHDPVKRXOGEHPDGHXSRISHRSOH
UHSUHVHQWLQJWKHNH\RUJDQL]DWLRQDOIXQFWLRQV
¿QDQFHPDUNHWLQJRSHUDWLRQVLQWHUQDODXGLW
KXPDQUHVRXUFHV0,6HWFWRJHWKHUZLWKWKH
([HFXWLYH'LUHFWRU,WLVDOVREHQH¿FLDOWRLQ
FOXGHUHSUHVHQWDWLYHVIURPRWKHURUJDQL]DWLRQDO
OHYHOV%RDUGEUDQFKPDQDJHPHQWDQG¿HOG
VWDIIWRVHFXUHWKHLUVXSSRUWDQGLQYROYHWKHPLQWKHSURFHVV
Box 5.3 Buy-in from the new Director at 
Genesis Empresarial (Guatemala)
$ZHHNEHIRUHODXQFKLQJWKHSURFHVV*HQHVLV
(PSUHVDULDOJRWDQHZ([HFXWLYH'LUHFWRU
7KLVZDVDSRWHQWLDOWKUHDWEHFDXVHDORWRIWKH
SDUWLFLSDQWVGLGQRWNQRZKLPRUKLVYLHZVRQ
WKHLPSRUWDQFHRIVWUDWHJLFPDQDJHPHQWDQGWKH
)0$WRROV+DSSLO\WKHQHZ('VXSSRUWHGWKH
SURMHFWHYHQWKRXJKKHZDVQRWDEOHWRSDUWLFL
SDWHLQWKH¿UVW.LFN2II:RUNVKRS7KLVZDV
YHU\LPSRUWDQWIRUWKHWHDPDVWKH\IHOWWKH\
FRXOGJRDKHDGZLWKVXSSRUWDQGFRQVXOWDWLRQ
IURPWKH('
A Charismatic Champion 
,QDGGLWLRQWRVXSSRUWIURPWRSPDQDJHPHQW
DQGWKHQHZ('WKHNH\WRVXFFHVVIXO%DODQFHG
6FRUHFDUGSURFHVVDW*HQHVLVZDVDFRPSHWHQW
DQGFKDULVPDWLFFKDPSLRQ$GHODGH5L]]R6KH
NQHZWKHRUJDQL]DWLRQZHOOZDVFRPPLWWHGWR
WKHSURFHVVDQGSXWLQDORWRIH[WUDHIIRUW6KH
RIWHQPDGHFRPPHQWVGXULQJWKHZRUNVKRS
DERXWWKHYDOXHRIWKH%DODQFHG6FRUHFDUG
HVSHFLDOO\JLYHQWKHXSFRPLQJWUDQVIRUPD
WLRQRIWKHLULQVWLWXWLRQ'XULQJWKHSURFHVVVKH
ZRXOGUHPLQGKHUFROOHDJXHVRIKRZGLI¿FXOWLW
KDGEHHQIRUWKHPLQWKHSDVW±XVLQJWKHLUROG
V\VWHP±WRIROORZXSPHDVXUHDQGUHSRUWRQ
WKHGHJUHHWRZKLFKWKHLUHIIRUWVZHUHFRQWULEXW
LQJWRWKHVWUDWHJ\RIWKHLQVWLWXWLRQ
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• Facilitator/consultant:SURYLGHVWHFKQLFDODVVLVWDQFHLQVWUDWHJLFSODQQLQJWRWKHWHDPOHDGVWKH
ZRUNVKRSVDQGRIIHUVVXSSRUWGXULQJWKHLPSOHPHQWDWLRQSKDVH7KLVSHUVRQVKRXOGEHERWKD
PLFUR¿QDQFHH[SHUWDQGDVWURQJIDFLOLWDWRU+HRUVKHVKRXOGKDYHVROLGNQRZOHGJHRIRSHUD
WLRQVRUJDQL]DWLRQDOGHYHORSPHQWDQGVWUDWHJLFLVVXHVLQPLFUR¿QDQFH,GHDOO\WKHIDFLOLWDWRUZLOO
DOVREHG\QDPLFÀH[LEOHDQGDFUHDWLYHWKLQNHU:LWKWKHVHUHTXLUHPHQWVWKHSRVLWLRQFDQEH
FKDOOHQJLQJWR¿OO7KHGHFLVLRQWRXVHLQKRXVHVWDIIRUKLUHDQRXWVLGHFRQVXOWDQWZLOOGHSHQGRQ
DYDULHW\RIIDFWRUV7DEOHKLJKOLJKWVWKHDGYDQWDJHVDQGGLVDGYDQWDJHVRIKLULQJDQH[WHUQDO
FRQVXOWDQWDVWKHIDFLOLWDWRU
Table 5.2 Hiring an External Facilitator
Pros Cons/risks
 REMHFWLYH
 RXWVLGHSHUVSHFWLYH
 RXWRIWKHER[LGHDVDQGVXJJHVWLRQV
 ZLOOQRWKDYHGHWDLOHGNQRZOHGJHRIWKH0),¶V
RSHUDWLRQVFRQWH[WDQGSULRULWLHV
 PD\PDNHWKHWHDPGHSHQGHQWRQKLVLQSXWDQG
DGYLFH
 PD\LQFXUKLJKHUFRVWV
:KLOHVXSSRUWIURPDQH[WHUQDOIDFLOLWDWRUFDQEHKHOSIXOWKHLQWHUQDOWHDPQHHGVWRWDNHUHVSRQVL
ELOLW\IRUWKHSURFHVVDQGGRPRVWRIWKHZRUN
5.4 Assign Resources
7KHSURFHVVRILQWHJUDWLQJWKH%DODQFHG6FRUHFDUGUHTXLUHVDYDLODELOLW\RINH\KXPDQUHVRXUFHVDQG
PD\OHDGWRDGGLWLRQDO¿QDQFLDOFRVWVDVZHOOVXFKDVKLULQJWKHIDFLOLWDWRU%HIRUHVWDUWLQJWKHSURF
HVV\RXQHHGWRLGHQWLI\WKHUHTXLUHGUHVRXUFHVDQGDOORFDWHWKHPSXUSRVHIXOO\
Time is a very important resource and must be allocated well.7KHZKROHSURFHVVFDQUHTXLUH
H[WUDWLPHDQGHIIRUWIURPDOOWHDPPHPEHUV,Q*XDWHPDODWHDPPHPEHUVDW*HQHVLVSXWLQH[WUD
HIIRUWIURPWRGDLO\RYHUDWKUHHZHHNSHULRGLQRUGHUWRPDNHWKHSURFHVVZRUN
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Chapter 6. Deconstructing the mission
This chapter:
 'LVFXVVHVGLVWLQFWJRDOVHPEHGGHGLQ\RXUPLVVLRQVWDWHPHQW
• Offers tips on how to clarify your MFI’s ultimate goal 
7KHPLVVLRQLVWKHXOWLPDWHSXUSRVHRIDQ0),DQGRQO\UDUHO\GRHVLWFKDQJH,QRUGHUWRIXO¿OOLWV
PLVVLRQ\RXU0),VKRXOGEHÀH[LEOHHQRXJKWRDGDSWWRFKDQJHVLQERWKWKHLQWHUQDODQGH[WHUQDO
HQYLURQPHQWDQGWRPRGLI\VWUDWHJ\SODQVDQGPRGHVRILPSOHPHQWDWLRQDFFRUGLQJO\6WUDWHJLF
PDQDJHPHQWZLOOHQDEOH\RXU0),WR¿QGWKHPRVWHIIHFWLYHZD\WRUHDFKLWVJRDOVDQGDFKLHYHLWV
mission.
MFIs are in the business of delivering social value to clients
0),VDUHVRFLDOHQWHUSULVHVFUHDWHGWREULQJDERXWVRFLDOFKDQJHVXFKDVSRYHUW\HUDGLFDWLRQDQGRU
JHQGHUHPSRZHUPHQWWKURXJKWKHDSSOLFDWLRQRIEXVLQHVVSULQFLSOHV7KHVHVRFLDOJRDOVDUHWKHXOWL
PDWHUHDVRQVIRUWKHLQVWLWXWLRQ¶VH[LVWHQFH
Double bottom line of MFIs
6RFLDOJRDOVGLVWLQJXLVK0),VIURPWUDGLWLRQDOHQWHUSULVHVZKRVHVXFFHVVLVXOWLPDWHO\PHDVXUHG
E\¿QDQFLDOUHVXOWV±WKHFRPSDQ\¶VDELOLW\WRJHQHUDWHSUR¿WVWKHERWWRPOLQH,QFRQWUDVW0),V
DUHPRWLYDWHGE\DGRXEOHERWWRPOLQHDEOHQGRI¿QDQFLDODQGVRFLDOUHWXUQV:LWKRXWSUR¿WDELOLW\
QR0),ZLOOODVWIRUORQJEXWSUR¿WVDUHUHLQYHVWHGLQDFWLYLWLHVVXSSRUWLQJWKHPLVVLRQUDWKHUWKDQ
GLVWULEXWHGWRVKDUHKROGHUV7KXVVWURQJ¿QDQFLDOSHUIRUPDQFHFRQWULEXWHVWRVWURQJVRFLDOSHUIRUP
DQFHDQGYLFHYHUVD,IWKH\DUHWRJURZ0),VPXVWEHDEOHWRGHOLYHUZKDWFOLHQWVQHHGDQGZDQW
DWWUDFWQHZFOLHQWVDQGUHWDLQH[LVWLQJRQHV6RFLDODQG¿QDQFLDOJRDOVUHLQIRUFHHDFKRWKHU
Categories of goals: 
,QJHQHUDO0),JRDOVIDOOLQWRIRXUFDWHJRULHVWKDWFDQEHLGHQWL¿HGE\GHFRQVWUXFWLQJWKHPLVVLRQ
VWDWHPHQW7KHEHVWZD\WRGRWKLVLVWRDQVZHUWKHIROORZLQJTXHVWLRQV
Figure 6.1 Strategic management process
 2UJDQL]DWLRQDO*RDOV
• Ultimate Goal
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• WhyDUH\RXLQWKLVEXVLQHVV"WhatLPSURYH
PHQWVGR\RXLQWHQGWRPDNHLQWKHOLYHVRI
SHRSOHDQGWKHLUFRPPXQLWLHV"7KHDQVZHUWR
WKLVTXHVWLRQLVWKHPRVWEDVLFVWDWHPHQWRI\RXU
LQVWLWXWLRQ¶V¿QDOJRDO. 
• WhoDUHWKHVRFLDOO\YXOQHUDEOHtarget groups 
\RXZDQWWRVHUYH":KRDUHQRW"
• WhatUDQJHDQGTXDOLW\RISURGXFWVGR\RXRI
IHUWKDWZLOOVDWLVI\FHUWDLQQHHGVDQGSUHIHUHQF
HVRIWKHWDUJHWFOLHQWV"scope of intervention
• HowFDQ\RXDFKLHYHDQGRUPDLQWDLQVXVWDLQ
DELOLW\"WKH¿QDQFLDOJRDO
0LVVLRQVWDWHPHQWVGRQRWDOZD\VDUWLFXODWHVSH
FL¿FJRDOVLIDVWDWHPHQWLVJHQHUDORUHYHQYDJXH
LWPD\QHHGWREHSXOOHGDSDUWWRLGHQWLI\WKHWUXH
QDWXUHRIWKHVRFLDOYLVLRQLWKROGVVHH)LJXUH
$¿UVWVWHSLQXSJUDGLQJVWUDWHJLFPDQDJHPHQWLQ
\RXURUJDQL]DWLRQLVWRFODULI\WKHJRDOV\RXZDQW
\RXUPLVVLRQVWDWHPHQWWRHPEUDFHVRWKDWWKH\DUH
FOHDUDQGFRPPRQO\XQGHUVWRRGDPRQJDOOVWDII
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%R[6RFLDOYDOXHRIPLFURğQDQFH
7KHVRFLDOYDOXHRIPLFUR¿QDQFHGHULYHVIURP
 ,PSURYLQJWKHOLYHVRISRRUDQGH[FOXGHG
FOLHQWVDQGWKHLUIDPLOLHV
 :LGHQLQJWKHUDQJHRIRSSRUWXQLWLHVIRU
FRPPXQLWLHV
7RFUHDWHWKLVYDOXHWKHVRFLDOREMHFWLYHVRIDQ
0),PD\LQFOXGH
 H[SDQGLQJDQGGHHSHQLQJRXWUHDFKWRSRRU
DQGH[FOXGHGSHRSOHLQDVXVWDLQDEOHPDQ
QHU
 LPSURYLQJWKHTXDOLW\DQGDSSURSULDWHQHVV
RI¿QDQFLDOVHUYLFHVDYDLODEOHWRWDUJHWFOL
HQWVWKURXJKV\VWHPDWLFDVVHVVPHQWRIWKHLU
VSHFL¿FQHHGV
 FUHDWLQJEHQH¿WVIRUFOLHQWVWKHLUIDPLOLHV
DQGFRPPXQLWLHVLQFOXGLQJVRFLDOFDSLWDO
DQGVRFLDOOLQNVDVVHWVUHGXFWLRQLQYXOQHU
DELOLW\LQFRPHDFFHVVWRVHUYLFHVDQG
IXO¿OOPHQWRIEDVLFQHHGV
 HQKDQFLQJDQ0),¶VVRFLDOUHVSRQVLELOLW\
WRZDUGVLWVHPSOR\HHVFOLHQWVDQGWKHFRP
PXQLW\LWVHUYHV
6RXUFH,QWHUQDWLRQDO7DVN)RUFHIRU6RFLDO
3HUIRUPDQFH
Figure 6.2 The deconstructed mission statement of MDF-Kamurj, an Armenian MFI
6XVWDLQDELOLW\RILQVWLWXWLRQ
%XLOGLQJOR\DOW\DPRQJFOLHQWV )DVWVHUYLFHDIIRUGDEOHSULFHSUR[LPLW\
ORZUHTXLUHPHQWVZLGHUDQJHRIVHUYLFHV
ORDQVVDYLQJVOHDVLQJ%'6HWF
DFFHVVLEOH¿QDQFLDODQG 
QRQ¿QDQFLDOVHUYLFHV
to micro and small entrepreneurs 
and vulnerable families
to improve their well - being.
%XVLQHVVFOLHQWVKLULQJ
HPSOR\HHV
9XOQHUDEOHIDPLOLHVXSWR86
SHUGD\SHUFDSLWD
:HOOEHLQJ PHWZLGHYDULHW\RIQHHGVEDVLFQHHGVFRYHUHGIRRGFORWKLQJHGXFDWLRQ
KHDOWKHGXFDWLRQKHDOWKH[SHQFHVLPSURYHGKRXVLQJOLYLQJFRQGLWLRQVOHLVXUHVRFLDOOLIH
QHHGVVDWLV¿HGVWDEOHIXWXUHWKURXJKVXVWDLQDEOHEXVLQHVVWKDWSURYLGHVLQFRPHWRFRYHUWKLV
H[SHQVHVDQGGHGLFDWHGVHUYLFHVWKDWVDWLVI\WKRVHQHHGV
long-term,Provide
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%R[RIIHUVPLVVLRQVWDWHPHQWVRIWKUHH0),V
WKDWFDQEHDQDO\]HGIRUWKHZKRZKDWDQGZK\
)RFXVLQJRQWKH³ZKR´WKHVHPLVVLRQVWDWHPHQWV
DOOLQGLFDWHWKDWWKHVH0),VDUHZRUNLQJZLWKWKH
SRRU+RZHYHUHDFKWDUJHWVDVOLJKWO\GLIIHUHQW
VXEVHW3UR0XMHUWDUJHWVZRPHQVSHFL¿FDOO\
$0.GHOLYHUV¿QDQFLDOVHUYLFHVWRWKHUXUDOSRRU
ZRPHQDQGPHQDQG1DWLRQV7UXVWWDUJHWV
\RXWK)RULWVVHOHFWHGWDUJHWJURXSHDFK0),
KDVDVRFLDOJRDOURRWHGLQVROYLQJDVRFLDOSURE
OHPRUFUHDWLQJDFFHVVWRRSSRUWXQLWLHVWKDWFDQ
LPSURYHTXDOLW\RIOLIH0LFUR¿QDQFHFDQKHOS
WRVROYHDZLGHUDQJHRISUREOHPVDQGHDFK0),
ZLOODSSURDFKWKHVHLVVXHVGLIIHUHQWO\GHSHQGLQJ
RQWKHVRFLRHFRQRPLFFRQWH[WLQZKLFKLWRSHU
DWHV)RUH[DPSOH$0.DLPVWRFUHDWHPRUHRS
WLRQVWRHDUQLQFRPHWKURXJKDFFHVVWR¿QDQFLDO
VHUYLFHV3UR0XMHURIIHUVLQWHJUDWHGVHUYLFHV
LH¿QDQFLDOVHUYLFHVSOXVRWKHUVOLNHKHDOWKDQG
HGXFDWLRQWRLPSURYHIDPLO\DQGFRPPXQLW\
ZHOIDUH1DWLRQV7UXVWLVSURPRWLQJVHOIHPSOR\
ment.
Box 6.2 Comparing mission statements
$0.¶V&DPERGLDPLVVLRQLV³WRKHOSODUJHQXP
EHUVRISRRUSHRSOHLQUXUDO&DPERGLDWRLQFUHDVH
WKHLUOLYHOLKRRGRSWLRQVWKURXJKWKHVXVWDLQDEOH
GHOLYHU\RIDSSURSULDWHDQGYLDEOHPLFUR¿QDQFH
VHUYLFHVWRWKHHFRQRPLFDOO\DFWLYHSRRU´
3UR0XMHU%ROLYLD¶VPLVVLRQLVWRVXSSRUWZRPHQ
WKDWOLYHLQFRQGLWLRQVRIVRFLRHFRQRPLFH[FOXVLRQ
WKURXJKLQWHJUDWHGSDUWLFLSDWRU\VHUYLFHVZKLFK
EULQJDERXWVXVWDLQDELOLW\LQKHUOLIHKHUIDPLO\
DQGKHUFRPPXQLW\
1DWLRQV7UXVW6RXWK$IULFDVWULYHVWRSURPRWH
\RXWKHFRQRPLFGHYHORSPHQWE\DVVLVWLQJXQRU
XQGHUHPSOR\HG\RXWKWRVWDUWRUH[SDQGEXVL
QHVVHVWKURXJKWKHSURYLVLRQRIHQWHUSULVH¿QDQFH
VSHFLDOL]HG¿QDQFLDOLQVWLWXLRQWDUJHWLQJVHJPHQW
RIXQRUXQGHUHPSOR\HG\RXWKZLWKHFRQRPLF
GHYHORSPHQWXOWLPDWHJRDO
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Chapter 7. What is my current strategic position?
This chapter:
 'HVFULEHVVWUDWHJLFDQDO\VLVDQGVXJJHVWVKRZWRXVHLW
 6XJJHVWVKRZ\RXFDQGHWHUPLQH\RXU0),¶VVWUDWHJLFSRVLWLRQ 
7.1  Strategic analysis
What is strategic analysis?
6WUDWHJLFDQDO\VLVLVDERXWGHWHUPLQLQJWKHVWUHQJWKRI\RXUEXVLQHVVSRVLWLRQDQGXQGHUVWDQGLQJLP
SRUWDQWH[WHUQDOIDFWRUVWKDWPD\LQÀXHQFHLW
7KHVWUDWHJLFDQDO\VLVIRFXVHVRQWKHIROORZLQJ
 &XUUHQWDQGSUHYLRXVDFWLYLWLHVRI\RXU0),LQVWLWXWLRQDODQDO\VLV
 7UHQGVLQWKHHQYLURQPHQWHQYLURQPHQWDODQDO\VLV
7KHSURFHVVRIVWUDWHJLFDQDO\VLVPD\UHTXLUHXVHRIDQXPEHURIGLIIHUHQWWRROVLQFOXGLQJ
• PESTI3ROLWLFDO(FRQRPLF6RFLDO7HFKQRORJLFDO,QGXVWU\$QDO\VLVDWHFKQLTXHIRUXQGHU
VWDQGLQJWKHHQYLURQPHQWLQZKLFK\RXUEXVLQHVVRSHUDWHV
• Scenario PlanningDWHFKQLTXHWKDWEXLOGVYDULRXVSODXVLEOHYLHZVRISRVVLEOHIXWXUHVIRU\RXU
EXVLQHVV
• Five Forces AnalysisDWHFKQLTXHIRULGHQWLI\LQJIRUFHVZKLFKDIIHFWWKHOHYHORIFRPSHWLWLRQLQ
\RXULQGXVWU\
• Market Segmentation DWHFKQLTXHZKLFKVHHNVWRLGHQWLI\VLPLODULWLHVDQGGLIIHUHQFHVDPRQJ
JURXSVRIFXVWRPHUVRUXVHUV
• Competitor AnalysisDZLGHUDQJHRIWHFKQLTXHVDQGDQDO\VLVWKDWVHHNWRVXPPDUL]HWKHRYHU
DOOFRPSHWLWLYHSRVLWLRQRI\RXUEXVLQHVV
• Critical Success Factor AnalysisDWHFKQLTXHWRLGHQWLI\WKRVHDUHDVLQZKLFK\RXUEXVLQHVV
PXVWRXWSHUIRUPWKHFRPSHWLWLRQLQRUGHUWRVXFFHHG.
 6HH5HIHUHQFHVIRUDGGLWLRQDOLQIRUPDWLRQRQWKHVHWRROV
Figure 7.1 Strategic management process
 6WUDWHJLF$QDO\VLV
 6:27
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Table 7.1 Questions raised in strategic analysis and tools to address them
Type of 
analysis
Areas analyzed Questions Tools
(QYLURQPHQWDO
DQDO\VLV
&OLHQWV
&RPSHWLWLRQ
3ROLWLFDO6RFLDO
(FRQRPLF
7HFKQRORJLFDO
,QGXVWU\UHODWHG
LVVXHV
:KDWIDFWRUVFKDUDFWHUL]H\RXUPDFUR
HQYLURQPHQW"
3(67,
:KDWIDFWRUVFKDUDFWHUL]H\RXULQGXV
WU\"
3(67,)LYH)RUFHV
$QDO\VLV
:KDWLV\RXUWDUJHWPDUNHW":KDWDUH
LWVGLIIHUHQWVHJPHQWV"
0DUNHW6HJPHQWDWLRQ
3(67,
:KDWDUHWKHGHYHORSPHQWDOQHHGVDQG
H[SHFWDWLRQVRI\RXUWDUJHWFOLHQWV"
0DUNHW6HJPHQWDWLRQ
3(67,
:KDWSURGXFWVZLOOEHVWVDWLVI\WKHLU
QHHGV"
0DUNHW6HJPHQWDWLRQ
3(67,
+RZDWWUDFWLYHDUHWKRVHPDUNHWVIRU
SHQHWUDWLRQH[SDQVLRQ"
0DUNHW6HJPHQWDWLRQ
3(67,&RPSHWLWRU$QDO\
VLV6FHQDULR3ODQQLQJ
:KRDUH\RXUFRPSHWLWRUV":KDWDUH
WKHLUVWUHQJWKVDQGZHDNQHVVHV"
:KDWDUHWKHLUVWUDWHJLHV":KLFKRI
WKHPSUHVHQWRSSRUWXQLWLHVWKUHDWV"
&RPSHWLWRU$QDO\VLV)LYH
)RUFHV$QDO\VLV
2UJDQL]DWLRQDO
DQDO\VLV
6WUXFWXUH
&XOWXUH
5HVRXUFHV
:KDWDUHWKHVWUHQJWKVRI\RXURU
JDQL]DWLRQ":KLFKRQHVZLOOUHPDLQ
LPSRUWDQWLQWKHIXWXUH"
,QVWLWXWLRQDODVVHVVPHQWV
0,;EHQFKPDUNV2UDWLQJ
:KLFKRI\RXUVWUHQJWKVDUHXQLTXH
DQGKDUGWRFRS\"
&ULWLFDO6XFFHVV)DFWRU
$QDO\VLV,QVWLWXWLRQDODV
VHVVPHQWV0,;EHQFK
marks

Why strategic analysis is needed
7KHLQIRUPDWLRQJHQHUDWHGE\YDULRXVDQDO\WLFDOWRROVZLOOKHOS\RXWRDQDO\]H\RXU0),IURPGLI
IHUHQWSHUVSHFWLYHVDQGLGHQWLI\LWVVWUHQJWKVZHDNQHVVHVRSSRUWXQLWLHVDQGWKUHDWVWKDWFRQVROL
GDWHGFRQVWLWXWHD6:27DQDO\VLVUHÀHFWLQJ\RXUVWUDWHJLFSRVLWLRQ$6:27DQDO\VLVZLOOKHOS\RX
FRQVLGHUGLIIHUHQWVWUDWHJLFRSWLRQVDQGLGHQWLI\WKHPRVWHIIHFWLYHZD\VIRUDFFRPSOLVKLQJWKHPLV
VLRQ7KH¿JXUHEHORZSUHVHQWVWKHPRGHORIVWUDWHJLFDQDO\VLV
2 0LFUR¿QDQFH,QIRUPDWLRQ([FKDQJHLVJOREDORUJDQL]DWLRQWKDWKDVVHWEHQFKPDUNVIRU0),¶V¿QDQFLDOSHUIRUPDQFHDQGWUDFNVWKHSHUIRUPDQFHRI0),V
DFURVVWKHJOREHVHHDOVRZZZPL[PDUNHWRUJ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Figure 7.2 Model for strategic analysis
Environmental analysis
3(67,
&OLHQWDQDO\VLV
&RPSHWLWLRQDQDO\VLV
OSSRUWXQLWLHV
       TKUHDWV
&RQVROLGDWHG SWOT
SWUHQJWKV
       Weaknesses
Current strategy
Organizational analysis
6WUXFWXUH
&XOWXUH
5HVRXUFHV
7.2  How can you diagnose your strategic position?
Your institution’s internal environment - identifying strengths and weaknesses 
Strengths and weaknesses are internal 
IDFWRUVWKDWLQÀXHQFH\RXUDELOLW\WR
DFKLHYHJRDOV7RLGHQWLI\WKHVH\RX
ZLOOQHHGWRHYDOXDWH\RXULQVWLWXWLRQ
.HHSLQPLQGWKDW\RXDUHORRNLQJIRU
VWUHQJWKVDQGZHDNQHVVHVWKDWDUHUHO
HYDQWWRWKHPLVVLRQERWK¿QDQFLDODQG
VRFLDO7KHJRDOLVWRPD[LPL]H\RXU
VWUHQJWKVDQGPLWLJDWH\RXUZHDNQHVVHV
'RLQJWKLVZLOOHQKDQFHWKHSUREDELOLW\
RIUHDFKLQJ\RXUJRDOVZKLOHVWD\LQJ
FRPSHWLWLYH5HPHPEHUWKHVWUHQJWKV
VKRXOGEHrare and GLI¿FXOW for com
SHWLWRUVWRFRS\
Figure 7.3 Internal and external environment
,QWHUQDWLRQDO
HQYLURQPHQW
0DFUR
HQYLURQPHQW
Market
HQYLURQPHQW
0),
Weaknesses
6WUHQJWKV
/HYHORIFRQWURO
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Table 7.2 Examples of MFI strengths and weaknesses
Strengths Weaknesses
 0DMRULW\RIVWDIIKDYHEHHQZLWKWKHRUJDQL]DWLRQIURPWKH
YHU\EHJLQQLQJDQGDUHFRPPLWWHGWRLWVPLVVLRQ
 0DMRULW\RIVWDIIFRPHIURPDPRQJWKHFOLHQWFRPPXQLWLHVVR
WKH\XQGHUVWDQGWKHLUVLWXDWLRQDQGNQRZKRZWRFRPPXQLFDWH
HIIHFWLYHO\ZLWKWKHP
 2UJDQL]DWLRQSURYLGHVORDQSURGXFWVRQO\DQGFRRSHUDWHVZLWK
SDUWQHUVIRUQRQ¿QDQFLDOVHUYLFHVFDQZRUNWKURXJKSDUWQHU
VKLSVWRGHYHORSDQGGHOLYHUQHZSURGXFWV
 
 1RQ¿QDQFLDOVHUYLFHVGHOLYHUHGE\SDUWQHUVKHOSWRHGXFDWH
FOLHQWV¿QDQFLDOO\PDNLQJWKHPPRUHOR\DOOHVVGHOLQTXHQW
DQGEHWWHUDWXVLQJ¿QDQFLDOVHUYLFHV
 6WURQJLQIRUPDORUJDQL]DWLRQDOFXOWXUH
 /RDQSURGXFWHQDEOHVFOLHQWHOHWRGLYHUVLI\LQFRPHVWDELOL]H
HDUQLQJVRYHUWKHFRXUVHRIWKH\HDUDQGFRSHZLWKVHDVRQDOLW\
 &RQVXPHUSURGXFWKHOSVWRVPRRWKLQFRPHLQORZLQFRPH
PRQWKV
 :HOOGHVLJQHGUHSD\PHQWSROLFLHVIDYRUPDLQWHQDQFHJURZWK
of social capital
 1RQSHUIRUPLQJORDQVH[WHQGHGWRSRRUFOLHQWVIRUWKHSXUSRVH
RIFRQVXPSWLRQVPRRWKLQJDUHFURVVVXEVLGL]HGE\SURFHHGV
IURPORDQVWRQRQWDUJHWFOLHQWV60(V7KLVLVDJRRGORFNLQ
VWUDWHJ\IRUJUDWHIXOWDUJHWFOLHQWV
 &RQVXPSWLRQVPRRWKLQJ¿QDQFLDOHGXFDWLRQDQGLQFRPH
JHQHUDWLRQDUHHIIHFWLYHO\DGGUHVVHG
 *RRGUHVXOWVLQRXWUHDFKWRUHPRWHUXUDODUHDV
 $OOLQIRUPDWLRQDYDLODEOHLQWKH0,6
 ,QFHQWLYHV\VWHPLVVWUXFWXUHGWR
IDYRUEHWWHURIIZKRQHHGODUJHU
ORDQV7KLVLVDSRWHQWLDOVRXUFHRI
FOLHQWH[FOXVLRQ
 /LPLWHGVNLOOVDQGH[SHULHQFHZLWK
QHZ¿QDQFLDOSURGXFWVHJLQVXU
DQFHDQGVDYLQJV
 1RSURGXFWVRUVHUYLFHVWKDWKHOS
FOLHQWVWRGHDOZLWKKHDOWKSURE
lems 
 *URXSPHWKRGRORJ\ZRUNLQJZHOO
RQO\XSWRWKF\FOH7KHQEXVL
QHVVHVFKDQJHHQRXJKWRUHTXLUH
GLIIHUHQWORDQSURGXFWV
 ,QVWDQFHVRIRYHULQGHEWHGQHVVQRW
WDFNOHGV\VWHPDWLFDOO\
 1RLQIRUPDWLRQRQFOLHQWV¶SRYHUW\
VWDWXV
 ,QIRUPDWLRQRQFOLHQWKRXVHKROG
LQFRPHQRWXVHGV\VWHPDWLFDOO\
 1RRQJRLQJPRQLWRULQJRIRU
JDQL]DWLRQDOLPDJHRUXSWRGDWH
PDUNHWUHVHDUFKIRFXVHGRQWKH
WDUJHWJURXS
 1RV\VWHPVIRUFUHDWLQJRUVXVWDLQ
LQJRUJDQL]DWLRQDOFXOWXUHLQD
UDSLGO\JURZLQJDQGIRUPDOL]LQJ
RUJDQL]DWLRQ
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The external environment - identifying opportunities and threats
Opportunities and threatsDUHWKHH[WHUQDOIDFWRUVWKDWHQDEOHRUKLQGHU\RXUVWUDWHJ\LPSOHPHQWD
WLRQ8QOLNHVWUHQJWKVDQGZHDNQHVVHVWKH\DUHbeyond your control.<RXPXVWSODQKRZWRHI
IHFWLYHO\H[SORLWRSSRUWXQLWLHVDQGGHIHQG\RXUVHOIDJDLQVWWKUHDWV7KHVHSODQVPXVWEHUHÀHFWHG
LQ\RXUVWUDWHJ\:KHQ\RXLGHQWLI\WKUHDWVDQGRSSRUWXQLWLHV\RXQHHGWRWDNHLQWRFRQVLGHUDWLRQ
ZKHWKHUWKH\DUHLPSRUWDQW to the mission5HPHPEHUWKDWH[WHUQDOIDFWRUVQRWRQO\DIIHFWLQVWLWX
WLRQVEXWFOLHQWVDVZHOO6LQFHPLFUR¿QDQFHXVXDOO\GHDOVZLWKFOLHQWVZKRDUHSDUWLFXODUO\YXOQHU
DEOHWRYDULRXVH[WHUQDOFKDQJHVLWLVLPSHUDWLYHWRPDLQWDLQ\RXUNQRZOHGJHRIKRZRSSRUWXQLWLHV
DQGWKUHDWVLQÀXHQFHERWK\RXUFOLHQWVDQG\RXULQVWLWXWLRQ
Your strategic position 
<RXVKRXOGGH¿QH\RXUFXUUHQWVWUDWHJLFSRVLWLRQE\DFRQVROLGDWHG6:27FRPELQLQJ
sWUHQJWKVwHDNQHVVHVoSSRUWXQLWLHVDQGtKUHDWV,GHQWLI\LQJNH\WUHQGVLQWKHH[WHUQDODQGLQWHUQDO
HQYLURQPHQWQRZZLOOKHOS\RXIRFXVRQWKHUHDOO\LPSRUWDQWLVVXHVDQGVHOHFWWKHPRVWHIIHFWLYH
VWUDWHJLFRSWLRQVLQWKHQH[WVWDJH
Table 7.3 Strategic analisys and SWOT
Type of analysis Description Contribution
3(67,
0DUNHWDQGPDFURHQYLURQPHQWDQDO\VLV
WRSURYLGHDSLFWXUHRISROLWLFDOOHJDO
HFRQRPLFVRFLDOWHFKQRORJLFDODQG0),
LQGXVWU\WUHQGV
7KHPRVWLPSRUWDQWWUHQGVFDQEH
WUDQVODWHGLQWRPDFURDQGPDUNHWUH
ODWHGWKUHDWVDQGRSSRUWXQLWLHV
&OLHQW
7KLVW\SHRIDQDO\VLVSURYLGHVDQLQGHSWK
XQGHUVWDQGLQJRIWDUJHWFOLHQWVWKHLUFKDU
DFWHULVWLFVQHHGVDQGH[SHFWDWLRQV
7KHUHVXOWVFDQFUHDWHDEDVHIRULGHQ
WL¿FDWLRQRIPDUNHWUHODWHGWKUHDWVDQG
RSSRUWXQLWLHV
&RPSHWLWLRQ
3URYLGHVLQIRUPDWLRQDERXWWKHFRPSHWL
WLRQWKHLUPDUNHWSHQHWUDWLRQVWUHQJWKV
DQGZHDNQHVVHV
7KHUHVXOWVFDQFRPSOHWHWKHLQIRUPD
WLRQDERXWPDUNHWUHODWHGWKUHDWVDQG
RSSRUWXQLWLHV
,QVWLWXWLRQDO
,QWHUQDOHQYLURQPHQWDQDO\VHVZRXOGLGH
DOO\VHUYHDVDEDFNJURXQGWRWKHFRPSHWL
WLRQHQYLURQPHQW
7KLVDQDO\VLVZLOOHQDEOH\RXULQ
VWLWXWLRQWRUHFRJQL]HLWVLPSRUWDQW
VWUHQJWKVDQGZHDNQHVVHV
Check your strategic position on a regular basis
$VWKHHQYLURQPHQWLQZKLFK\RXU0),RSHUDWHVLQLVFRQVWDQWO\FKDQJLQJVRLVWKHSRVLWLRQRI\RXU
0),7KDWLVZK\\RXUVXFFHVVVRPXFKGHSHQGVRQFRQWLQXRXVO\PRQLWRULQJNH\LQIRUPDWLRQDUHDV
DQGGLDJQRVLQJ\RXUVWUDWHJLFSRVLWLRQRQDUHJXODUEDVLV$SUDFWLFDOZD\WRGRWKLVLVWRGLVFXVV
\RXU0),¶VFXUUHQWVWUDWHJLFSRVLWLRQDWRQJRLQJSHULRGLFPDQDJHPHQWPHHWLQJV
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Chapter 8. Identifying key issues and making strategic choices
This chapter:
 ,QWURGXFHVVWUDWHJLFFKRLFHV
 &RQVLGHUVKRZEHVWWRPDNHNH\VWUDWHJLFFKRLFHVPDUNHWVFRSHRILQWHUYHQWLRQYDOXHSURSRVL-
WLRQFRPSHWLWLYHDGYDQWDJH
 3URYLGHVVRPHSULQFLSOHVIRUPDNLQJHIIHFWLYHVWUDWHJLFFKRLFHV
8.1 Types of strategic choices
<RXUVWUDWHJ\KDVWRUHÀHFWWKHIROORZLQJEDVLFFKRLFHV\RXULQVWLWXWLRQKDVPDGH
Market::KRLV\RXUWDUJHWJURXS":KDWPDUNHWGR\RXQRWVHUYH":K\IURPWKHVRFLDOSRLQWRI
YLHZGRHVLWPDWWHU"
Value proposition::KDWYDOXHSURGXFWVVHUYLFHVVKRXOGEHGHOLYHUHGWRFOLHQWVWRPHHWWKHLU
QHHGVDQGH[SHFWDWLRQV":KDWVFRSHRIQHHGVGR\RXLQWHQGWRVDWLVI\":KLFKRQHVFDQ\RXDIIRUG
QRWWRDGGUHVV"+RZZLOO\RXUYDOXHSURSRVLWLRQFRQWULEXWHWRWKHGHVLUHGFKDQJH"
Growth strategy:+RZFDQ\RXU0),JURZLQLWVFKRVHQPDUNHWDQGVDWLVI\LGHQWL¿HGQHHGV"
6KRXOG\RXH[SDQGRUFRQVROLGDWHLHIRFXVRQV\VWHPDWL]LQJSURFHVVHVDQGVWUHQJWKHQLQJFDSDF
LW\",IVRKRZ":KDWUHVRXUFHVZLOOWKLVUHTXLUH"
Competitive advantage:+RZFDQ\RXGLIIHUHQWLDWH\RXULQVWLWXWLRQIURPLWVFRPSHWLWRUVWRHQVXUH
LWVORQJWHUPVXUYLYDO":KLFKFRPSHWLWLYHDGYDQWDJHVVKRXOG\RXGHYHORS":KLFKVKRXOG\RX
QRW":KDWUHVRXUFHVZLOOEHUHTXLUHG":KLFKWUHQGVFDQVXSSRUWRUKLQGHU\RXUFKRLFHV"
Competitive strategy:+RZFDQ\RXGHIHDWWKHFRPSHWLWLRQRUSURWHFW\RXUVHOIIURPLW"+RZZLOO
\RXDFWDJDLQVWWKHFRPSHWLWLRQDQGKRZZLOO\RXUHDFWWRWKHLUPRYHV":KDWUHVRXUFHVZLOOWKLVUH
TXLUH",VLWLQOLQHZLWK\RXUFRPSHWLWLYHDGYDQWDJH"
Figure 8.1 Strategic management process
 9DOXH3URSRVLWLRQ
 &RPSHWLWLYH$GYDQWDJH
 *URZWK6WUDWHJLHV
 &RPSHWLWLYH6WUDWHJLHV
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Table 8.1 Prizma’s strategic choices (Bosnia and Herzegovina)
Target market and scope
 3RRUDQGYXOQHUDEOHZRPHQDQGWKHLUIDPLOLHVRIWKHSRSX
ODWLRQ
 &KRLFHRI¿QDQFLDOQHHGVWREHDGGUHVVHGPLFURHQWHUSULVHGH
YHORSPHQWEDVLFQHHGVVXFKDVVKHOWHUIRRGDQGHGXFDWLRQDQG
PDMRUULVNVIDFHGE\ORZLQFRPHIDPLOLHV
 ,QWHJUDWLRQRI¿QDQFLDOHGXFDWLRQWRLQFUHDVHWKHHIIHFWLYHQHVVRI
LWV¿QDQFLDOVHUYLFHV
0DUNHWJURZWKVWUDWHJ\
 )XUWKHUSHQHWUDWLRQRIWKHUXUDOPDUNHWDQGSRRUPXQLFLSDOLWLHV
PRVWO\RXWRIH[LVWLQJRI¿FHVWKRXJKRQHQHZRI¿FHZDVRSHQHG
LQDYHU\SRRUPXQLFLSDOLW\ZKHUH3UL]PDKDGUHFHQWO\DWWUDFWHGD
VLJQL¿FDQWQXPEHURIQHZPDLQO\SRRUDQGUXUDOFOLHQWV
 ,QFUHDVHGOR\DOW\RIFXUUHQWFOLHQWVWKURXJKHQKDQFHGVHUYLFHTXDO
LW\¿QDQFLDOHGXFDWLRQDQGQHZSURGXFWGHYHORSPHQWLQFOXGLQJ
PLFURLQVXUDQFHDQGUHPLWWDQFHVVRDVWRDGGUHVVDZLGHUDUUD\RI
QHHGVZKLOHWDNLQJDGYDQWDJHRIHFRQRPLHVRIVFDOH
 2XWUHDFKWRFOLHQWV¶IDPLOLHVZLWKDPL[RIROGDQGQHZSURGXFWV
9DOXHSURSRVLWLRQ
 $FRPSOHWHVROXWLRQUDWKHUWKDQLQGLYLGXDOSURGXFWV
 4XLFNVLPSOHLGHQWL¿DEOHVHUYLFHVLQFOXGLQJGLVEXUVHPHQWLQ
FDVK
 7UDQVSDUHQWWUXVWZRUWK\SURSRRUSDUWQHU
&RPSHWLWLYHDGYDQWDJH
 /DUJHQHWZRUNRIVHUYLFHSRLQWVHDVLO\DFFHVVLEOHWRSRRUUXUDO
FRPPXQLWLHV
 8QLTXHSURGXFWVEXVLQHVVEDVLFQHHGVVKHOWHULQVXUDQFHDQG
UHPLWWDQFHV
 4XLFNDQGHI¿FLHQWORDQGLVEXUVHPHQWV\VWHPLQFDVK
 6WURQJDQGFRQVLVWHQWEUDQGHQKDQFHPHQWDFWLYLWLHVDPRQJSRRU
ZRPHQ
 &OLHQWOR\DOW\
 )LQDQFLDODGYLFHIRUDOODQG¿QDQFLDOHGXFDWLRQIRUWKHZKROHIDP
LO\RIOR\DOFOLHQWV
 'HGLFDWHGVWDIIZLWKDFRPPLWPHQWWRWKH0LVVLRQ
 /RQJWHUPIDYRUDEOHUHODWLRQVKLSVZLWKLQYHVWRUVDQGRWKHUVHUYLFH
SURYLGHUV
6WUDWHJ\WRZDUGVFRPSHWLWLRQ
 $YRLGLQJFRPSHWLWLRQWKURXJKGRZQPDUNHWIRFXVDQGGHHSHU
SHQHWUDWLRQRIWKHSRRUPDUNHWQLFKHSDUWLFXODUO\LQUXUDODUHDV
 )RUWLI\LQJWKHQLFKHDJDLQVWFRPSHWLWLRQE\LQFUHDVLQJFOLHQWV¶
OR\DOW\WRDEUDQGUHFRJQL]HGIRULWVTXLFNVLPSOHDQGLGHQWL¿DEOH
VHUYLFH
8.2 How to choose a market?
7RDVVHVVPDUNHWDWWUDFWLYHQHVV\RXVKRXOGFRQVLGHUWZRJHQHUDOLVVXHVPDUNHWSRWHQWLDODQGLQVWL
WXWLRQDOFDSDFLW\WRVHUYHLW
Market potential
7RNQRZDPDUNHW¶VSRWHQWLDO\RXPXVWDQDO\]HHDFKPDUNHWVHJPHQWHVWLPDWHLWVSRWHQWLDOIRUERWK
JURZWKDQGVRFLDOLPSDFWDQGWKHQGHWHUPLQHLILWLVRUFDQEH¿QDQFLDOO\DWWUDFWLYH$QVZHULQJ
WKHVHTXHVWLRQVZLOOKHOS\RXURYHUDOOPDUNHWDVVHVVPHQW
38
 ,V\RXUPDUNHWVHJPHQWELJHQRXJK":LOOLWJURZLQWKHIXWXUH"
 ,VDGHVLUHGFKDQJHDSSURSULDWHIRUDJLYHQPDUNHWVHJPHQW":K\":K\QRW"
 'RHVWKHVHJPHQWKDYHSRWHQWLDOWRJHQHUDWHUHYHQXHV":K\":K\QRW"
Institutional potential
,QRUGHUWRNQRZ\RXULQVWLWXWLRQ¶VSRWHQWLDO\RXPXVWGHWHUPLQHLWVFDSDFLW\WRVHUYHWKHWDUJHWHG
VHJPHQWDQGLWVDELOLW\WRDWWUDFWDQGUHWDLQFOLHQWV
$YHU\DWWUDFWLYHPDUNHWLVRQO\RQHVLGHRIDWZRVLGHGFRLQ'RHV\RXULQVWLWXWLRQKDYHHQRXJKUH
VRXUFHVWRHIIHFWLYHO\PHHWGHPDQGLQWKLVPDUNHW"&DQLWFRPSHWHZLWKRWKHUV"$QVZHULQJWKHIRO
ORZLQJTXHVWLRQVZLOOKHOS\RXDVVHVV\RXULQVWLWXWLRQ¶VSRWHQWLDO
 :LOO\RXEHDEOHWRDWWUDFWFOLHQWV":KLFKLQVWLWXWLRQDOFKDUDFWHULVWLFVFDQKHOS\RX"
 &DQ\RXUHWDLQWKHP":KLFKFKDUDFWHULVWLFVFDQKHOS\RX"
 :LOO\RXEHDEOHWRGHOLYHUWKHGHVLUHGYDOXHSURSRVLWLRQ"+RZ":K\"
7KHWDEOHEHORZVXPPDUL]HVGHWDLOHGDVVHVVPHQWFULWHULDIRUPDUNHWVDQGLQVWLWXWLRQV
Table 8.2 Market and institutional assessment criteria 
Area Criteria Description
Market potential
*URZWKSRWHQWLDO
:KDWLVWKHSRWHQWLDOIRUJURZWKLQ\RXUFKRVHQVHJPHQW
HJGXHWRGHPRJUDSKLFWUHQGVPLJUDWLRQRUHFRQRPLF
JURZWK"7KHVL]HRIWKHVHJPHQWQRZDQGLQWKHIXWXUH
KDVLPSOLFDWLRQVIRU¿QDQFLDODQGVRFLDOUHWXUQV
3RWHQWLDOWRUHDFKVRFLDO
REMHFWLYHV
,VWKHVHJPHQWKLJKO\YXOQHUDEOHWRULVN"7KHKLJKHULWV
YXOQHUDELOLW\WKHJUHDWHUWKHSRWHQWLDOIRUVRFLDOLPSDFW
<HW\RXKDYHWRWKLQNDERXWWKHFRVWVRIDFKLHYLQJWKLV
VRFLDOUHWXUQDQGPLWLJDWHSRWHQWLDOIRUQHJDWLYHLPSDFWV
RQWKHVHJPHQWLQWKHVKRUWHUWHUP
Potential to bring in 
UHYHQXH
:KDWLVSULFHVHQVLWLYLW\DQGSRWHQWLDOIRUEXLOGLQJOR\DOW\
LQWHUPVRIFURVVVHOOLQJDQGXSVHOOLQJ±LHHYHQLIFOL
HQWVLQWKLVVHJPHQWVWDUWZLWKDVDYLQJSURGXFWLVWKHUH
DQRSSRUWXQLW\WRRIIHUWKHPZLGHUUDQJHRISURGXFWVOLNH
ORDQVPLFURLQVXUDQFHUHPLWWDQFHVHWF"
,QVWLWXWLRQDOVHUYLF
ing potential
Potential to attract and 
retain clients
:KDWGRFOLHQWVLQWKHVHJPHQWZDQWLQD¿QDQFLDOLQVWLWX
WLRQ":LOOWKH\RSWIRUWKHVRSKLVWLFDWLRQRIDFRPPHUFLDO
EDQNRUSUHIHUWKHPRUHLQIRUPDOFOLHQWIULHQGO\VHUYLFHV
RIDQ0),":KDWZLOOLWWDNHWRDWWUDFWFOLHQWVLQWKHVKRUW
WHUPDQGNHHSWKHPRYHUWKHORQJWHUP"
&DSDFLW\WRVHUYH
7KHLQVWLWXWLRQGHWHUPLQHVLILWKDVFDSDFLWLHVWRVHUYH
WKHPDUNHWVHJPHQWUHVRXUFHVXQLTXHFDSDELOLWLHVNH\
VWUHQJWKVH[FOXVLRQIDFWRUVDQGWKHLUVHYHULW\UHVRXUFHV
DQGSRWHQWLDOSDUWQHUVWRPHHWQHHGVLQFROODERUDWLRQ
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Chapter 8
Hierarchy of criteria
:KHQ\RXVHOHFWDPDUNHWVHJPHQWLWPXVWSDVVWKHWHVWIRUYLDELOLW\7KHFULWHULDFRPELQHWKHSRWHQ
WLDOWRDFKLHYH\RXUVRFLDODQG¿QDQFLDOJRDOVZLWK\RXULQVWLWXWLRQ¶VDELOLW\WRPHHWWKHGHPDQGVRI
WKHPDUNHW:KLOHVRFLDOUHWXUQLVQHFHVVDULO\DORQJWHUPFRQVLGHUDWLRQ¿QDQFLDODWWUDFWLYHQHVVDQG
LQVWLWXWLRQDOFDSDFLW\WRUHVSRQGWRWKHPDUNHWDUHPRUHLPPHGLDWH
8.3 How to determine the scope of needs to address?
7KHKHDUWRIWKLVFKRLFHOLHVLQDQVZHULQJWKHIROORZLQJTXHVWLRQV
 'RHV\RXU0),LQWHQGWRVHUYHDZLGHRUDQDUURZVFRSHRIQHHGV"
 +RZGRHV\RXU0),LQWHQGWRDGGUHVVWKHYXOQHUDELOLW\RUULVNPDQDJHPHQWQHHGVRIWKHWDUJHW
JURXS"
 +RZGRHV\RXU0),LQWHQGWRDGGUHVVORQJWHUPJURZWKUHODWHGGHYHORSPHQWQHHGVZKLOHLP
SURYLQJLWVFXUUHQWVWDWXV"
8.4 How to increase impact?
7KHUHDUHYDULRXVZD\VWRLQFUHDVHWKHLPSDFWRIPLFUR¿QDQFHLQFOXGLQJ
• Offer products and solutions that increase access.)HDWXUHVPD\LQFOXGHLQQRYDWLYHGHOLYHU\
PHFKDQLVPVLQFUHDVHGSURGXFWDYDLODELOLW\RULPSURYHGDFFHVVWRLQIRUPDWLRQ
• Offer services and/or product features that maximize client use. 7KHVHPD\LQFOXGH¿QDQFLDO
HGXFDWLRQWRKHOSFOLHQWVWRPDNHEHWWHU¿QDQFLDOFKRLFHVDQGDGYLFHWRFOLHQWVDERXWEHWWHUZD\V
WRXVH\RXUSURGXFWVRUSURGXFWIHDWXUHVWRSURPRWHFHUWDLQNLQGVRIEHKDYLRUVXFKDVPRUHSXU
SRVHIXOXVHRISURGXFWLYHORDQV
• Offer comprehensive solutionsVXFKDVPDUNHWOLQNDJHVDQGadvocacy that address the sys-
tematic barriers clients face. 
7KHPRUH\RXFKDQJHWKHPRUHOLNHO\\RXDUHWRJHWGHVLUHGUHVXOWVDQGWKHPRUHFRPSUHKHQVLYH
\RXUVWUDWHJ\EHFRPHV
8.5 Value proposition 
<RXUFXVWRPHUYDOXHSURSRVLWLRQLVDFOHDUDQGVSHFL¿FVWDWHPHQWDERXWWKHWDQJLEOHEHQH¿WVDFOLHQW
UHFHLYHVE\XVLQJ\RXUSURGXFWRUVHUYLFH,WVKRXOGUHVSRQGWRERWKFXVWRPHUQHHGVDQGH[SHFWD
WLRQV8QGHUVWDQGLQJQHHGVLVDSUHUHTXLVLWHIRUDFKLHYLQJWKHVRFLDOPLVVLRQNQRZLQJH[SHFWDWLRQV
PDNHVVHOOLQJWKHSURGXFWWRDODUJHQXPEHURIWDUJHWFOLHQWVHDVLHU
Box 8.1 Scope of needs served 
In Armenia, MDF-KamurjKDVFKRVHQWRZRUNZLWKVPDOOIDPLO\IDUPVDJURXSWKDWLVYXOQHUDEOHDQG
ODUJHFRQVLVWLQJPDLQO\RIORZLQFRPH$UPHQLDQV,WSURYLGHVHQWHUSULVHFUHGLWWRKHOSVPDOOVFDOHIDUPHUV
UXQWKHLUEXVLQHVVHV+RZHYHUDJULFXOWXUDOEXVLQHVVHVDUHVXEMHFWWRVHULRXVPDUNHWDFFHVVEDUULHUVWKDW
OLPLWWKHLUJURZWKSRWHQWLDO0').DPXUMLVFRQVLGHULQJRIIHULQJEXVLQHVVGHYHORSPHQWVHUYLFHVWRWKLV
JURXSWKURXJKDSDUWQHUVKLSZLWKDQRWKHU%'6SURYLGHU
Prizma (Bosnia and Herzegovina)LVFRQVLGHULQJLQWURGXFLQJDPLFURLQVXUDQFHSURGXFWLQFRRSHUDWLRQ
ZLWKDQLQVXUDQFHSURYLGHUEHFDXVHKHDOWKUHODWHGSUREOHPVSDUWLFXODUO\DPRQJZRUNLQJDGXOWVKDYHEHHQ
LGHQWL¿HGDVNH\ULVNVDQGPXOWLSOLHUVRIYXOQHUDELOLW\:KLOHFRQVXPHUORDQVKHOSWRGHDOZLWKVPDOOHU
HPHUJHQFLHVVXFKDVKHDWLQJLQWKHZLQWHUVFKRROIHHVH[SHQVHVPLQRULOOQHVVWKH\DUHQRWHIIHFWLYHLQWKH
FDVHRIPDMRUKHDOWKSUREOHPVDQGDFFLGHQWVDPRQJORZLQFRPHIDPLOLHV
40
7\SHVRIYDOXHSURSRVLWLRQV
• Lowest total cost of services±LQFUHDVLQJSURGXFWLYLW\VWUHDPOLQLQJSURFHVVHVLQWHJUDWLQJDF
WLYLWLHVRIIHULQJVSHFLDOGHDOVIRUUHSHDWFOLHQWVRUPXOWLSURGXFWXVHUVVRWKDWWKHWRWDOFRVWRI
\RXU0),¶VVHUYLFHVLVORZHUWKDQWKDWRIWKHFRPSHWLWLRQHJVXSHUPDUNHWV,.($EXGJHWDLU
OLQHV
• Superior products or services±IRFXVLQJRQSURGXFWTXDOLW\DYDLODELOLW\VHOHFWLRQDQGIXQF
WLRQDOLW\HJ¿UPVSURYLGLQJWHFKQRORJ\VROXWLRQV
• Complete customer solutions±EXLOGLQJORQJWHUPUHODWLRQVKLSVZLWKFOLHQWVSURYLGLQJDSDFN
DJHWKDWVDWLV¿HVVHYHUDOQHHGVHJDVVHWPDQDJHPHQW¿QDQFLDOVHUYLFHVEXQGOHGZLWKDGYLVRU\
VHUYLFHVZKLOHJLYLQJRXWVWDQGLQJRIWHQSHUVRQDOL]HGFXVWRPHUVHUYLFH
6WUDWHJLHVXVXDOO\HPSKDVL]HRQHRIWKHDERYHYDOXHSURSRVLWLRQVZKLOHLQFRUSRUDWLQJDVSHFWVRIDOO
RIWKHP
8.6 You need a sustainable competitive advantage to beat the competition
Your competitive advantage is your value proposition translated into institutional terms
9DOXHSURSRVLWLRQVDUHH[SUHVVLRQVRIWDQJLEOHDQGLQWDQJLEOHEHQH¿WVWRFOLHQWVUHSUHVHQWLQJWKH
UHVXOWVDQ0),ZRXOGOLNHWRGHOLYHU7KHLPSRUWDQWTXHVWLRQLVZKDWGRHVLWWDNHWRGHOLYHUWKRVH
UHVXOWV"8QLTXHFRPSHWHQFLHVEXLOWRQLQWDQJLEOHDVVHWVFRQWULEXWHWR\RXUFRPSHWLWLYHDGYDQWDJH
,QWDQJLEOHDVVHWV±VXFKDV3UL]PD¶VH[SHUWLVHLQPRELOHOHQGLQJWHFKQRORJ\LQ%RVQLD3DUWQHU¶V
DELOLW\WRTXLFNO\DGDSWDQGUHSOLFDWHGHYHORSPHQWVRIRWKHUVRU3UL]PD¶VVWURQJEUDQGDPRQJSRRU
ZRPHQ±DUHXQLTXHFKDUDFWHULVWLFVGLVWLQFWFRPSHWHQFLHVWKDWDUHGLI¿FXOWWRUHSOLFDWH2YHUDOO
\RXUFRPSHWLWLYHDGYDQWDJHLVDFRPELQDWLRQRIWKHPDQDJHULDOVWUDWHJLFUHVRXUFHEDVHGDQGRXW
SXWEDVHGVNLOOVWKDWFRQVWLWXWH\RXU0),¶VFRUHFRPSHWHQFLHV
7RFRPSHWHVXFFHVVIXOO\\RXPXVWEHDEOHWRVXVWDLQ\RXUFRPSHWLWLYHDGYDQWDJHVRYHUWLPH
6XVWDLQDEOHFRPSHWLWLYHDGYDQWDJHVH[SORLWWKHNH\FRPSHWHQFLHVWKDWDUHUHOHYDQWWR\RXURUJDQL]D
WLRQ¶VPLVVLRQDQGDUHERWKUDUHDQGGLI¿FXOWWRUHSOLFDWH
Box 8.2 Value proposition and competitive advantage 
0').DPXUMGHFLGHGWRIRFXVRQEXLOGLQJUHODWLRQVKLSVZLWKFOLHQWVWKURXJKFRQYHQLHQWVHUYLFHLQ
KRXVHGHOLYHU\WUXVWDQGUHVSRQVLYHQHVVVDWLVI\LQJEXVLQHVVDQGGHYHORSPHQWQHHGVWKURXJKSURGXFW
GHYHORSPHQWPDUNHWDGYLFHSDUWQHUVKLSVDQGLQQRYDWLYHEXVLQHVVUHODWHGVROXWLRQV7RRIIHUWKLVYDOXH
SURSRVLWLRQDQGEXLOGLWVFRPSHWLWLYHDGYDQWDJHDURXQGFOLHQWUHODWLRQVKLSV0').DPXUMLVGHYHORSLQJRU
VWUHQJWKHQLQJWKHIROORZLQJFRPSHWHQFLHV
• Reliable and responsible staffUHVXOWLQJIURPV\VWHPDWLFUHFUXLWPHQWDQGWUDLQLQJIRFXVHGRQLPSURY
LQJFRPPXQLFDWLRQVNLOOVEXLOGLQJUHODWLRQVKLSVDQGDYRLGLQJELDVWRZDUGUXUDOYXOQHUDEOHFOLHQWV
VWURQJHUPRWLYDWLRQSROLFLHVFOLHQWSURWHFWLRQFRGHV
• Personalized customer serviceDFKLHYHGWKURXJKV\VWHPDWLFFXVWRPHUVHUYLFHRQJRLQJVWDIIWUDLQ
LQJDQGIHHGEDFNRQJRRGVHUYLFLQJSUDFWLFHVDQGKRZWREXLOGSDUWQHUUHODWLRQVKLSVZLWKFOLHQWVDQ
LQFHQWLYHV\VWHPDVWURQJLQVWLWXWLRQDOEUDQGQRWORVLQJFOLHQWVZKHQORDQRI¿FHUVFKDQJHMREVFOLHQW
UHFRYHU\SURJUDP
• In-door serviceWKURXJKJRRGDVVHWLQIUDVWUXFWXUHV\VWHPIRUTXLFNO\UHFUXLWLQJDQGWUDLQLQJQHZVWDII
0,6
• )RFXVRQ¿HOGSHRSOHWKURXJKLQFHQWLYHVVXSSRUWIURPQRQ¿HOGVWDIIWUDLQLQJUHFUXLWPHQWHWF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8.7 Growth strategy
7KHJURZWKVWUDWHJ\GH¿QHVKRZWKYHRUJDQL]DWLRQLQWHQGVWRJURZ,WLVUHÀHFWHGLQGHFLVLRQVDERXW
SURGXFWVDQGRUPDUNHWV
• Responsiveness to needsDWWDLQHGWKURXJKFRPSUHKHQVLYHEXVLQHVVUHYLHZSURFHVVLQFUHDVHGGH
FLVLYHQHVVRIORDQRI¿FHULQFUHDVHGSURGXFWRIIHULQJWKURXJKSDUWQHUVKLSVORDQRI¿FHUWUDLQLQJWR
LGHQWLI\QHHGVH[SHUWLVHRQUXUDODUHDVDJULFXOWXUH0,6NQRZOHGJHPDQDJHPHQWVKDULQJDQGPDUNHW
NQRZOHGJHWREHDEOHWRDGYLVHDQGXQGHUVWDQGWKHLUFOLHQWVHYHQEHWWHUZHOOGHYHORSHGDQGV\VWHP
DWL]HGPDUNHWUHVHDUFKIXQFWLRQDQGIHHGEDFNPHFKDQLVP
 
• Strong institutional brandEDVHGRQWUDQVSDUHQF\UHOLDELOLW\UHVSRQVLELOLW\EHLQJWKHFORVHVWSDUWQHU
• TeamworkJRRGDWPRVSKHUHWKURXJKEXLOGLQJOHDGHUVKLSDWGLIIHUHQWOHYHOVFOHDUO\GH¿QLQJGLYLVLRQ
RIUHVSRQVLELOLWLHVVHWWLQJWDUJHWV
• Openness to opportunitiesWKURXJKLGHQWL¿FDWLRQDQGGHYHORSPHQWRIDJRRGUHODWLRQVKLSZLWKSDUW
QHUWRSURYLGH%'6DQGRWKHUSURGXFWV
Figure 8.2 Nine strategies – different risks
Customer base / market segments
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Nine strategies – different risks
7KH)LJXUHSUHVHQWVGLIIHUHQWJURZWKVWUDWHJLHVDQLQVWLWXWLRQFDQXQGHUWDNH7KHPRUHDVWUDWHJ\
UHTXLUHVFKDQJHVLQWKHW\SHRISURGXFWRIIHUHGDQGRUPDUNHWVHUYHGWKHPRUHULVN\LWEHFRPHVDV
VKRZQE\DUURZVLQWKH¿JXUH7KHIROORZLQJVWUDWHJLHVFDQEHGLVWLQJXLVKHG
 Market penetration:WKLVVWUDWHJ\GRHVQ¶WUHTXLUHVLJQL¿FDQWFKDQJHVLQWKHH[LVWLQJSURGXFW
RIIHUHGRUPDUNHWVHUYHG,WIRFXVHVRQLQVWLWXWLRQDOFRQVROLGDWLRQDQGSURGXFWLYLW\LPSURYH
PHQWVDVZHOODVSURGXFWUHSRVLWLRQLQJHJLQFUHDVLQJWKHQXPEHURIFOLHQWVLQFXUUHQWPDUNHWV
E\FKDQJLQJLQFHQWLYHV\VWHPVIRUORDQRI¿FHUVSURPRWLQJRXWUHDFKWRPRUHSRRUFOLHQWVDQGDQ
LQWHQVLYHSURSRRUPDUNHWLQJFDPSDLJQ3UL]PD
2. 0DUNHWPRGL¿FDWLRQRIIHULQJH[LVWLQJSURGXFWVWRDUHODWHGPDUNHWVHJPHQW8VXDOO\WKLVLQGL
FDWHVWKHWHUULWRULDOH[SDQVLRQHJDQ0),WKDWRSHQVDQHZRI¿FHLQDQHZWRZQRUYLOODJHRI
IHULQJWKHVDPHSURGXFWWRWKHVDPHPDUNHW
 3URGXFWPRGL¿FDWLRQWDUJHWVH[LVWLQJPDUNHWVZLWKDVOLJKWO\PRGL¿HGSURGXFWPD\LQFOXGH
QHZUHODWHGSURGXFWUDQJHVVSHFLDOL]DWLRQQHZFXVWRPHUVHUYLFHVRUQHZRXWOHWW\SHVHJDQ
0),PRGL¿HVIHDWXUHVRIWKHH[LVWLQJSURGXFWEDVHGRQWKHFOLHQWV¶IHHGEDFN
 Product development:VHUYHVWKHVDPHPDUNHWZLWKQHZSURGXFWV7KHQHZSURGXFWLVXQUHODWHG
WRFXUUHQWSURGXFWVRIIHUHGHJDQ0),RIIHULQJFUHGLWSURGXFWVLQWURGXFHVLQVXUDQFHVDYLQJVRU
DQ\RWKHUQHZW\SHRISURGXFW
 Market development:ZKHQDQRUJDQL]DWLRQRIIHUVWKHVDPHSURGXFWVWRDQHZPDUNHWVHJPHQW
RUJURXSRIFXVWRPHUVHJDQ0),WDNLQJGHSRVLWVIURPPLFURHQWUHSUHQHXUVVWDUWVWRWDNHGH
SRVLWVIURPORZVDODULHGZRUNHUV
 0L[RISURGXFWDQGPDUNHWPRGL¿FDWLRQVWUDWHJ\ZKHQZHRIIHUDPRGL¿HGSURGXFWWRDUH
lated market segment. 
7. 0L[RISURGXFWGHYHORSPHQWDQGPDUNHWPRGL¿FDWLRQVWUDWHJ\ZKHQZHRIIHUDQHZSURGXFW
to a related market segment.
 0L[RISURGXFWPRGL¿FDWLRQDQGPDUNHWGHYHORSPHQWVWUDWHJ\ZKHQZHRIIHUDPRGL¿HG
SURGXFWWRDQHZPDUNHWVHJPHQW
 3URGXFWGLYHUVL¿FDWLRQLVDERXWRIIHULQJFRPSOHWHO\QHZSURGXFWVWRQHZPDUNHWVHJDPL
FURFUHGLWRUJDQL]DWLRQJURZVLQQHZVHJPHQWRI60(VE\VHUYLQJWKHPZLWKQHZ60(¿QDQFLQJ
SURGXFWVOHDVLQJHQWHUSULVH¿QDQFHHWF
Be careful about your capacity
<RXQHHGWRFRQVLGHUWKHZKROHRUJDQL]DWLRQZKLOHLGHQWLI\LQJJDSVDQGVWUDWHJLFLVVXHVVRDVWR
PDNHFKRLFHVWKDW\RXFDQDIIRUGDVDQ0),1HZRSWLRQVLHGHYHORSLQJQHZSURGXFWVDUHYHU\
WHPSWLQJEXWDUHULVN\DQGRIWHQH[SHQVLYH7KXVLWLVEHWWHUWRORRNIRUJURZWKRSWLRQVZLWKLQ\RXU
FXUUHQWDFWLYLWLHV
Box 8.3 Distinct growth strategies
3UL]PD%RVQLDDQG+HU]HJRYLQDLVJURZLQJWKURXJKGHHSHUSHQHWUDWLRQRILWVPDUNHWQLFKH,WZLOO
DFKLHYHWKLVZLWKLQFHQWLYHVIRUORDQRI¿FHUVDVWURQJEUDQGDQGFOLHQWOR\DOW\,QWKHORQJHUWHUPLWLV
WKLQNLQJDERXWGHYHORSLQJPLFURLQVXUDQFHDQGGHOLYHULQJLWWKURXJKDPLFURLQVXUDQFHSDUWQHUFRXQWLQJRQ
FURVVVHOOLQJVHUYLFLQJWRJHWEHWWHU¿QDQFLDODQGVRFLDOUHVXOWV
*HQHVLV(PSUHVDULDO*XDWHPDODLVJURZLQJE\DGGLQJQHZPDUNHWVHJPHQWVDQGDZLGHUUDQJHRIVHU
YLFHV,WQRZVHUYHVUXUDOZRPHQPLFUREXVLQHVVRZQHUVDQGVDODULHGHPSOR\HHV
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Chapter 8
8.8 Partnership strategy
Do it alone or look for partners?
<RXGRQ¶WKDYHWRGRHYHU\WKLQJDORQHLQVWHDGRIULVNLQJDORWRQSURGXFWGHYHORSPHQWORRNIRU
SDUWQHUVKLSVZLWKRWKHUSOD\HUVERWKZLWKLQDQGRXWVLGHWKHLQGXVWU\VRDVWROHYHUDJH\RXUVFDUFH
UHVRXUFHV$VXFFHVVIXOSDUWQHUVKLSLVEDVHGRQNH\FRPSHWHQFLHVWKDWFRPSOHPHQWHDFKRWKHU:HOO
HVWDEOLVKHGSDUWQHUVKLSVHQMR\PXWXDOEHQH¿WVDQGDFKLHYHVKDUHGJRDOVWKDWFRXOGQRWEHUHDFKHG
alone.
3DUWQHUVKLSVFDQKHOS\RXWRRYHUFRPHH[WHUQDODQGLQWHUQDOEDUULHUVWRDFKLHYLQJ\RXUVRFLDO
JRDOV)RUH[DPSOH0),VRIWHQIDFHOHJDODQGUHJXODWRU\EDUULHUVDJDLQVWRIIHULQJFHUWDLQW\SHVRI
SURGXFWVVXFKDVVDYLQJVSODQVWKDWFDQEHLQVWUXPHQWDOLQKHOSLQJORZLQFRPHFOLHQWVWRVPRRWK
FRQVXPSWLRQDQGEXLOGDVVHWV0),VSDUWQHUZLWKDQRWKHUIRUPDO¿QDQFLDOLQVWLWXWLRQWRSURYLGHLWV
FOLHQWVDFFHVVWRVDYLQJVVHUYLFHV,QVXUDQFHRIIHUVDQH[DPSOHRIDSURGXFWOLQHWKDWUHTXLUHVWHFKQL
FDOFDSDFLW\WKDWPDQ\0),VGRQRWSRVVHVV$SDUWQHUVKLSZLWKDQLQVXUDQFHFRPSDQ\EHWWHUDEOHWR
GHOLYHUWKLVVHUYLFHWRWKH0),¶VFOLHQWVRIIHUVDVROXWLRQ7KHVDPHPD\EHWUXHIRUEXVLQHVVGHYHO
RSPHQWVHUYLFHV¿QDQFLDOHGXFDWLRQDQGKLUHSXUFKDVHFUHGLW
8.9 Strategy towards competition
$WWKHVDPHWLPH\RXDUHGHYHORSLQJDQGLPSOHPHQWLQJ\RXUVWUDWHJ\VRDUH\RXUFRPSHWLWRUV
7KHUHIRUH\RXPXVWWKLQNDERXW\RXURSWLRQVZLWKLQDFRPSHWLWLYHHQYLURQPHQW7KHIROORZLQJ
TXHVWLRQVFDQEHRIKHOSLQWKLVSURFHVV
 +RZZLOO\RXUVWUDWHJ\LQÀXHQFHWKHSRVLWLRQRI\RXUFRPSHWLWRUV"
 :KDWUHDFWLRQVLV\RXUVWUDWHJ\OLNHO\WRSURPSWIURP\RXUFRPSHWLWRUV"
 +RZZLOOWKHSRVLWLRQRI\RXUFRPSHWLWRUVLQÀXHQFHWKHUHDOL]DWLRQRI\RXUVWUDWHJ\"
%DVHGRQWKHDQVZHUVWRWKHVHTXHVWLRQVLWLVSRVVLEOHWRLGHQWLI\WZRW\SHVRIFRPSHWLWLYHVWUDWH
JLHV
• An offensive strategy:UHDFKLQJ\RXUREMHFWLYHVDWWKHH[SHQVHRIWKHFRPSHWLWRUVLHUHDOL]LQJ
\RXULQVWLWXWLRQDOJURZWKE\WDNLQJRYHUWKHFRPSHWLWRUV¶FOLHQWV
• A defensive strategy:SURWHFWLQJ\RXUSRVLWLRQDJDLQVWFRPSHWLWRUVE\FUHDWLQJHQWU\EDUULHUV
:KHQ\RXFRQVLGHUDQoffensive strategyUHPHPEHUWRDVVHVV\RXUFRPSHWLWRU¶VVWUHQJWKVDQG
ZHDNQHVVHVDQGFRQVLGHUKRZPXFKWLPH\RXZLOOQHHGWRUHLQIRUFHWKHZHDNSRLQW\RXDUHDWWDFN
LQJ7KHQ
 )LQGDZHDNQHVVLQWKHWDUJHW¶VSRVLWLRQDQGDWWDFNLW
 /DXQFKWKHDWWDFNRQDVQDUURZDIURQWDVSRVVLEOH:KHUHDVGHIHQGHUVPXVWGHIHQGDOOWKHLUERU
GHUVDWWDFNHUVKDYHWKHDGYDQWDJHRIEHLQJDEOHWRFRQFHQWUDWHWKHLUIRUFHVDWRQHSODFH
 /DXQFKWKHDWWDFNTXLFNO\7KHHOHPHQWRIVXUSULVHLVZRUWKPRUHWKDQDWKRXVDQGWDQNV
2IIHQVLYHVWUDWHJ\LVDGYLVDEOHIRUVWURQJFDSDEOH0),VWKDWKDYHQRW\HWEXLOWDPDUNHWSRVLWLRQ
operating in concentrated markets against one peer competitor.
Defensive strategiesDUHXVXDOO\WKHH[FOXVLYHGRPDLQRIPDUNHWOHDGHUVRUQLFKHRUJDQL]DWLRQV,I
\RXULQVWLWXWLRQDOUHDG\HQMR\VDJRRGSRVLWLRQLQDQLPSRUWDQWPDUNHW\RXPXVW
 %HYLJLODQW$VVHVVWKHVWUHQJWKRI\RXUFRPSHWLWRUVDQGZDWFKRXWIRUWKHLUPRYHV
 7KHEHVWGHIHQVHLVWRDWWDFN\RXUVHOI$WWDFN\RXUZHDNVSRWVDQGUHEXLOG\RXUVHOIDQHZ
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 )RUWLI\\RXUPDUNHWE\EXLOGLQJPDUNHWHQWU\EDUULHUVVXFKDVLQFUHDVHGFXVWRPHUOR\DOW\DQGD
strong brand.
:KHQ\RXXQGHUWDNHDGHIHQVLYHVWUDWHJ\DOZD\VEHUHDG\IRUSRWHQWLDODWWDFNVIURPFRPSHWLWRUV
8.10 Making effective strategic choices
(QVXUHWKDWVWUDWHJLFFKRLFHVUHÀHFWERWK\RXUVRFLDODQG¿QDQFLDOPDQGDWH
 
,QRUGHUIRU\RXULQVWLWXWLRQWRDFFRPSOLVKLWVPLVVLRQLWZLOOQHHGWREDODQFHLWVVRFLDODQG¿QDQFLDO
REMHFWLYHV$OWKRXJKVRFLDOJRDOVFDQEHDFKLHYHGRQO\RYHUWKHORQJWHUPWKH\QHHGWREHUHÀHFWHG
LQHYHU\IDFHWRI\RXU0),¶VVWUDWHJ\DQG\RXZLOOQHHGWRXQGHUVWDQGKRZ\RXUGHFLVLRQVZLOOLP
SDFWRQHRWKHU)LJXUHSUHVHQWVWKHGHFLVLRQV\RXIDFHZLWKORQJWHUPVWUDWHJLFLPSOLFDWLRQV7KH
PDUNHW\RXWDUJHWGHSHQGVERWKRQ\RXURYHUDUFKLQJVRFLDOJRDODQGWKHFXUUHQWYLDELOLW\RIGLIIHUHQW
PDUNHWVHJPHQWV7KHVFRSHRIWKHQHHGV\RXFKRRVHWRVHUYHGHSHQGVSULPDULO\RQWKHNH\GHYHO
RSPHQWQHHGVRI\RXUWDUJHWFOLHQWVEXWDOVRRQ¿QDQFLDOFRQVLGHUDWLRQV&RQVHTXHQWO\WKHYDOXH
SURSRVLWLRQWKDW\RXU0),RIIHUVVKRXOGEDODQFHVRFLDODQGHFRQRPLFEHQH¿WVWR\RXUFOLHQWVZLWK
WKH¿QDQFLDOYLDELOLW\RIFUHDWLQJWKHP$OOWKHVHFKRLFHVQHHGWRWDNHLQWRDFFRXQWWKHFRPSHWLWLYH
HQYLURQPHQWEHFDXVH\RXZLOOQHHGWRGLUHFW\RXUUHVRXUFHVWRWKRVHDUHDVZKHUH\RXFDQEXLOGD
FRPSHWLWLYHDGYDQWDJHDQGJURZJURZWKVWUDWHJ\OHDYLQJWKHFRPSHWLWLRQEHKLQGVWUDWHJ\WR
ZDUGVWKHFRPSHWLWLRQ$OORIWKHVHFRQVLGHUDWLRQVQHHGWREHWDNHQLQWRDFFRXQWVLPXOWDQHRXVO\VR
WKDW\RXPDNHWKHEDODQFHGVRFLDODQG¿QDQFLDOFKRLFHVWKDWZLOOLQH[RUDEO\OHDGWRWKHUHDOL]DWLRQRI
\RXUPLVVLRQ
Figure 8.3 Decision making drivers 
Decision
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Chapter 9
Chapter 9. Developing the strategy map: How to ensure a 
balanced and integrated strategy 
This chapter:
• Presents an overview of the strategy map
 ,QWURGXFHVRXWFRPHSHUVSHFWLYHV6RFLDO)LQDQFLDODQG&XVWRPHU
 'LVFXVVHVLQSXWSHUVSHFWLYHV,QWHUQDO/HDUQLQJDQG*URZWK
9.1 Using a strategy map to balance and integrate your strategy
Achieve balance, integration, alignment and coherence through the strategy map
6RIDU\RXU0),KDVGHVLJQHGDEDVLFVWUDWHJ\E\LGHQWLI\LQJ\RXUVRFLDODQG¿QDQFLDOJRDOVUHFRJ
QL]LQJ\RXUFXUUHQWVWUDWHJLFSRVLWLRQDQGPDNLQJVWUDWHJLFFKRLFHVFRQFHUQLQJPDUNHWVFRSHYDOXH
FRPSHWLWLYHDGYDQWDJHJURZWKDQGFRPSHWLWLYHVWUDWHJ\1RZ\RXQHHGDFRPSUHKHQVLYHSLFWXUH
WKDWZLOOVKRZKRZWRDGMXVWDQGDOLJQDOOUHVRXUFHVLQRUGHUWRVXSSRUWWKHVWUDWHJ\LQDFRKHUHQWDQG
EDODQFHGZD\7KH%DODQFHG6FRUHFDUGWRROWKDWEDODQFHVDQGUHYLHZV\RXUVWUDWHJ\¶VFRKHUHQFH
IURPYDULRXVLQVWLWXWLRQDOSHUVSHFWLYHVLVWKHstrategy map.
%\XVLQJWKHVWUDWHJ\PDS\RXFDQ
 VSHFLI\ZKDWVRFLDO¿QDQFLDODQGFOLHQWVWDNHKROGHURXWFRPHV\RXZDQWWRDFKLHYH
 VSHFLI\LPSURYHPHQWVWRLQWHUQDOSURFHVVHVOHDUQLQJDQGJURZWKLQSXWV
 DOLJQGLIIHUHQWFRPSRQHQWVWRFRQWULEXWHWR\RXU¿QDOJRDOV7KHPDSDUURZVKHOS\RXGHWHUPLQH
KRZGLIIHUHQWHOHPHQWVDUHOLQNHGZLWKHDFKRWKHUWRFUHDWHYDOXH
7KHVWUDWHJ\PDSSURYLGHVDFRPSUHKHQVLYHSLFWXUHRI\RXUHQWLUHLQVWLWXWLRQ,WDOVRLOOXPLQDWHVNH\
SURFHVVHVLQYROYHGLQEXLOGLQJVRFLDODQGHFRQRPLFYDOXH
Figure 9.1 Strategic management process
Strategic Statements 
WKURXJKSHUVSHFWLYHV
6RFLDO
)LQDQFLDO
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Specify what you want to achieve within each perspective
2QWKHVWUDWHJ\PDS³SHUVSHFWLYHV´UHIHUVWRWKHIXQFWLRQDODUHDVWKDWDUHFULWLFDOWRDQLQVWLWXWLRQ¶V
VXFFHVV6WUDWHJLFVWDWHPHQWVDUWLFXODWHZKDW\RXZDQWWRDFKLHYHZLWKLQHDFKSHUVSHFWLYHDQGVKRZ
\RXULQVWLWXWLRQ¶VLQWHQWRYHUWKHORQJWHUP,QWKHFDVHRIVRFLDO¿QDQFLDOFXVWRPHUDQGVWDNHKROGHU
SHUVSHFWLYHVVWUDWHJLFVWDWHPHQWVFRPHGLUHFWO\IURPWKHVWUDWHJLFFKRLFHV\RXPDNHDVGLVFXVVHG
LQWKHSUHYLRXVFKDSWHURQGHFRQVWUXFWLQJWKHPLVVLRQDQGVWUDWHJLFGHFLVLRQV6WUDWHJLFVWDWHPHQWV
LQWKHLQWHUQDODQGOHDUQLQJDQGJURZWKSHUVSHFWLYHVDUHGHYHORSHGEDVHGRQWKHFRPSHWLWLYHDGYDQ
WDJH\RXZDQWWRGHYHORS
How can you ensure consistency and good strategic alignment?
7KHVWUDWHJ\PDSWHOOV\RXUVWUDWHJLFVWRU\DQGLGHQWL¿HVVXFFHVVIDFWRUV6WDUWDWWKHWRSRIWKHPDS
DQGUHDGGRZQWRPDNHVXUHWKH³LQSXW´SHUVSHFWLYHVDUHORJLFDOO\FRQVLVWHQWZLWKWKHLUGHVLUHGUH
VXOWV7KHQFKHFNERWWRPXSWRVHHLIWKHVWUDWHJ\VWLOOVHHPVORJLFDO7KHVWUDWHJ\PDSVKRXOGEHD
IUDPHZRUNIRUOLQNHGFDXVHHIIHFWK\SRWKHVHV7KLVIHDWXUHRIWKHVWUDWHJ\PDSLVSDUWLFXODUO\XVHIXO
ZKHQ\RXQHHGWRLGHQWLI\WKHVRXUFHRIDQ\SUREOHP\RXPLJKWHQFRXQWHUZKHQLPSOHPHQWLQJDQG
PRQLWRULQJWKHVWUDWHJ\7KLVFKDSWHUSUHVHQWVWKHVHSHUVSHFWLYHVVWDUWLQJIURPWKHWRSRIWKHVWUDWHJ\
map.
Figure 9.2 Strategy map typical for an MFI 
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9.2 The social perspective
<RXUVRFLDOUHVXOWVWKHXOWLPDWHJRDORI\RXU0),DVVWDWHGLQ\RXUPLVVLRQVWDWHPHQWDUHDWWKHWRS
RIWKHVWUDWHJ\PDS
 
Protective and promotional social strategies
0),VPD\RIIHUVHUYLFHVDQGXQGHUWDNHDFWLRQVWKDWprotectWKHSRRUDJDLQVWULVNVDQGRUpromote 
¿QDQFLDOLQSXWVDQGLQYHVWPHQWVLQSK\VLFDODQGKXPDQFDSLWDO)RUH[DPSOH\RXPLJKWRIIHUFRQ
VXPSWLRQFUHGLWWDLORUHGWRVXSSRUWFOLHQWKRXVHKROGVGXULQJWLPHVRIVFDUFLW\RUKHOSWKHPGHDO
ZLWKVPDOOHPHUJHQFLHVVXFKDVPLQRUKHDOWKSUREOHPVRUHPHUJHQF\KRXVHKROGUHSDLUV3URWHFWLYH
VWUDWHJLHVKHOS\RXUFOLHQWVmitigate risks DQGXVXDOO\LQYROYHLQVXUDQFHSURGXFWVRUEHQH¿FLDOVDY
LQJVDOWHUQDWLYHVVXFKDVDQHPHUJHQF\IXQG+RZHYHUZLWKRXWLQYHVWPHQWDVVHWVZLOOQRWJURZ
3URYLGLQJFOLHQWVZLWKVDYLQJVDQGFUHGLWWRincrease assetsLVDSURPRWLRQDOVWUDWHJ\
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Figure 9.3 Examples of strategic statements
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Reaching your target group – directly or indirectly?
<RXU0),FDQGHOLYHUVRFLDOYDOXHWRLWVWDUJHWJURXSHLWKHUGLUHFWO\RULQGLUHFWO\)RUH[DPSOH\RX
FDQGHFLGHWRZRUNZLWKZRPHQLQRUGHUWRVXSSRUWZKROHKRXVHKROGVRUWRUHDFKFKLOGUHQ0),V
IRFXVHGRQMREFUHDWLRQDPRQJORZLQFRPHSRSXODWLRQVFDQLQGLUHFWO\VXSSRUWHPSOR\PHQWLQWKLV
VRFLDOVWUDWXPE\H[WHQGLQJWKHLUVHUYLFHVWR60(VLQORZLQFRPHVHFWRUV
7KH¿QDQFLDOSHUVSHFWLYH
,QWKHTXHVWWRUHDFKDQGPDLQWDLQ¿QDQFLDOVXVWDLQDELOLW\\RXQHHGDEDODQFHEHWZHHQLQYHVWLQJIRU
ORQJWHUPJURZWKDQGFXWWLQJFRVWVIRUEHWWHUVKRUWWHUPUHVXOWV)RUH[DPSOH\RXU¿QDQFLDOJRDOV
PD\EHWR
 EHFRPHWKHLQGXVWU\FRVWOHDGHU
 PD[LPL]HXVHRIH[LVWLQJ¿QDQFLDODVVHWV
 LQFUHDVHUHYHQXHIURPFURVVVHOOLQJSURGXFWV
 LQFUHDVHUHYHQXHIURPQHZFOLHQWV
7KHUHDUHWKUHHJHQHUDOZD\VWRGHOLYHUEHWWHU¿QDQFLDOYDOXH
 Increase productivity (short-term effects). 7KLVFDQEHDFKLHYHGWKURXJK
 ,PSURYLQJFRVWVWUXFWXUHVHJFXWFRVWVQHJRWLDWHEHWWHUWHUPVGLYHUVLI\IXQGLQJ
 ,QFUHDVLQJDVVHWVXWLOL]DWLRQHJUHGXFHZRUNLQJDQG¿[HGFDSLWDOQHFHVVDU\IRUFXUUHQWOHYHORI
DFWLYLW\
2. Stimulate growth (longer-term effects).7KLVFDQEHDFKLHYHGWKURXJK
 (QKDQFLQJFXVWRPHUYDOXHHJEXLOGUHODWLRQVKLSVE\WDNLQJDGYDQWDJHRIHFRQRPLHVRIVFDOH
RWKHUYDOXHHQKDQFHPHQW
 ([SDQGLQJUHYHQXHRSSRUWXQLWLHVHJLQQHZPDUNHWVZLWKQHZSURGXFWV
 ,PSURYHVWUXFWXUHRI¿QDQFLDODVVHWV
8VH¿QDQFLDOLQIRUPDWLRQWRPDNHULJKWGHFLVLRQV
0LFUR¿QDQFHLQVWLWXWLRQVDOUHDG\KDYHSRZHUIXOWRROVWKDWKHOSWKHPWRDQDO\]HWKHLU¿QDQFLDOSHU
IRUPDQFHWKURXJKSHHUEHQFKPDUNLQJRUUDQNLQJDQGHYDOXDWLRQWRROV7KHVHWRROVKHOSWRLGHQWLI\
WKHPRVWDSSURSULDWHVWUDWHJ\
Figure 9.4 Promotional and protective social strategies
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9.4 The customer perspective
Your value proposition is the key
<RXUFXVWRPHUYDOXHSURSRVLWLRQLVFHQWUDOWR\RXUVWUDWHJ\EDVHGRQ\RXUVWUDWHJLFDQDO\VLVLWLVWKH
YDOXH\RXZDQWWRGHOLYHUWR\RXUFXVWRPHUV,WDUWLFXODWHVWKHSURGXFWVDQGVHUYLFHV\RXSURYLGHDWD
VWDQGDUGDQGDQDGYDQFHGOHYHOLQRUGHUWRVDWLVI\\RXUWDUJHWFOLHQWV¶NH\H[SHFWDWLRQVDQGQHHGV
Consider all your stakeholders 
)LQDQFLDOLQYHVWRUVGRQRUVDQGLQWHUQDWLRQDOQHWZRUNVHJ),1&$$&&,21::%DOOKDYHLQ
WHUHVWLQ\RXU0),¶VSODQVDQGWKHSURVSHFWRI\RXUHDFKLQJDOO\RXUJRDOVWKHGRXEOHERWWRPOLQH
7KXVIRU\RXUVWUDWHJ\WREHEDODQFHGWKH\DOOQHHGWREHLQFOXGHGLQ\RXUVWUDWHJ\PDS,WLVDOVR
LPSRUWDQWWREXLOGVSHFL¿FUHODWLRQVKLSVZLWKDOO\RXUVWDNHKROGHUVDURXQGWKHYDOXHVWKH\FDUHDERXW
HJEHLQJSURSRRURUVXSSRUWLQJZRPHQ
9.5 The internal perspective
Which internal processes are key to delivering value?
7KHUHDUHIRXUNH\LQWHUQDOSURFHVVHVE\ZKLFKRUJDQL]DWLRQVSURYLGHYDOXH7KHVHDUH
• Operations management±SURGXFLQJDQGGHOLYHULQJJRRGVDQGVHUYLFHV
• Customer management ±EXLOGLQJUHODWLRQVKLSV
• Innovation±SURYLGLQJQH[WJHQHUDWLRQSURGXFWVRUVHUYLFHV
• Regulatory and social±VXSSRUWLQJFRPPXQLWLHVWDNLQJFDUHRIWKHHQYLURQPHQWFRPSO\LQJ
ZLWKWKHODZ
 
$ZHOOLQWHJUDWHGVWUDWHJ\PDSLVIRFXVHGRQWKHLQWHUQDOSURFHVVHVWKDWEHQH¿WWDUJHWFOLHQWVDQGNH\
VWDNHKROGHUV<RXUPDLQFKDOOHQJHLVWRVHOHFWWKHSURFHVVHVWKDWZLOOSURYLGHWKHEHVWUHWXUQIRU\RXU
FOLHQWV7KHYDOXHSURSRVLWLRQKHOSVWRVHWSULRULWLHV,IDQRUJDQL]DWLRQZDQWVWRGHOLYHUORZWRWDO
FRVWLWSXWVKLJKHUSULRULW\RQRSHUDWLRQVPDQDJHPHQWLILWZDQWVWRDFKLHYHSURGXFWOHDGHUVKLSLW
VWUHVVHVLQQRYDWLRQSURFHVVHV¿QDOO\LILWZDQWVWRGHOLYHUFRPSOHWHFXVWRPHUVROXWLRQVLWIRFXVHV
RQFXVWRPHUPDQDJHPHQW7RLGHQWLI\WKHLQWHUQDOSURFHVVHVZKLFKDUHNH\WRDFKLHYLQJ\RXUJRDOV
UHYLHZWKHIROORZLQJTXHVWLRQV
 :KDWIDFWRUVZLOOPDNH\RXPRUHHI¿FLHQWDWUHDOL]LQJ\RXUVRFLDOJRDOVUHDFKLQJ\RXUWDUJHW
FOLHQWHOHPHHWLQJWKHLUQHHGVDQGVWLPXODWLQJFKDQJH"
 +RZFDQ\RXGRWKLQJVGLIIHUHQWO\WRFRQWULEXWHPRUHWR\RXUVRFLDOJRDOVDQGVXVWDLQ\RXUFRP
SHWLWLYHQHVV"
.HHSLQJ\RXU0),IRFXVHGRQLWVVRFLDOJRDOVZKLOHDQDO\]LQJ\RXUPDQDJHPHQWSURFHVVHVIURPD
EXVLQHVVSHUVSHFWLYHLVDFRQVLVWHQWFKDOOHQJH
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Box 9.1 Key internal processes at Prizma, B&H
,QOLQHZLWKLWVVWUDWHJ\VHH%R[LQSUHYLRXVFKDSWHU3UL]PDLGHQWL¿HGWKHIROORZLQJNH\LQWHUQDOSURFHVVHV
Operational management:0DLQWDLQIDVWFDVKGLVEXUVHPHQWDQGH[SDQGWKHQHWZRUNRIVDWHOOLWHRI¿FHV
WRUHDFKWKHWDUJHWJURXSLQUHPRWHDUHDVZLWKIDVWDQGVLPSOHVHUYLFHWREHVXSSRUWHGE\GHYHORSLQJDQG
LQWURGXFLQJQHZVFRULQJWHFKQRORJ\IRUULVNPDQDJHPHQW
Customer management:
 %XLOGSURSRRUEUDQGLPSURYHWDUJHWLQJDWWUDFWPRUHQHZFOLHQWVDQGUHWDLQROGRQHV
 6WDQGDUGL]HFXVWRPHUVHUYLFHWRLQFUHDVHHI¿FLHQF\EXLOGEUDQGDQGHQVXUHWKHVDPHTXDOLW\RIVHUYLFH
IRUDOOFOLHQWVLQDOOEUDQFKHV
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Which operations management policies can develop and sustain your strategic advantage? 
7KHWDEOHEHORZVXPPDUL]HVDQ0),¶VYDULRXVRSHUDWLRQVPDQDJHPHQWSROLFLHV
%\IRFXVLQJRQRSHUDWLRQVPDQDJHPHQW\RXVKRXOGEHDEOHWRLQMHFWWKHVHNH\IHDWXUHVLQWR\RXU
Innovation:'HYHORSQHZGHOLYHU\PRGHOVEDVHGRQSDUWQHUVKLSVZLWKIRUPDO¿QDQFLDOLQVWLWXWLRQV
WKDWHQDEOHFURVVVHOOLQJGLIIHUHQWSURGXFWVWRLQFUHDVHFOLHQWVDWLVIDFWLRQDQGOR\DOW\6\VWHPDWL]HPDUNHW
UHVHDUFKWRVXSSRUWDOOWKHDERYHLQLWLDWLYHVDQGXQGHUVWDQGHPHUJLQJPDUNHWRSSRUWXQLWLHVIRUERWKFOLHQWV
DQG0),
Social and regulatory policies:6XVWDLQVRFLDODQG¿QDQFLDOWUDQVSDUHQF\WRGHOLYHUWKHULJKWYDOXHWRNH\
VWDNHKROGHUV
%HFDXVH3UL]PDLQWHQGVWRGHOLYHUYDOXHWKURXJKFRPSOHWHFXVWRPHUVROXWLRQVPRVWRIWKHNH\VWUDWHJLF
SURFHVVHVUHIHUWRFXVWRPHUPDQDJHPHQWDQGLQQRYDWLRQVWRSURYLGHWKHULJKWSURGXFWVDQGVHUYLFHV
Table 9.1 Operations management policies 
Area Description
'HYHORSLQJ
VXSSOLHU
UHODWLRQVKLSV
'HYHORSLQJGHHSHUUHODWLRQVKLSVZLWKVXSSOLHUVRIFDSLWDOGRQRUVLQYHVWRUVDQGRWKHU
VHUYLFHVHJWHFKQLFDODVVLVWDQFH,7¿QDQFLDOPDQDJHPHQWDFFRXQWLQJHWFZLWKWKH
JRDORIORZHULQJWKHWRWDOFRVWRIRIIHULQJ¿QDQFLDOVHUYLFHVOHDGVWRFRPSHWLWLYHSULFLQJ
DQGPD\UHVXOWLQWKHIROORZLQJVDPSOHREMHFWLYHV
 /RZHULQJWKHWRWDOFRVWRIRZQHUVKLS¿QDQFLDOSURMHFWLRQVSULFHRIFDSLWDOXVHRI
DVVHWVOLTXLGLW\DFFHVVLQWLPHGHOLYHU\
 /RZHULQJWKHFRVWRIKDQGOLQJUHODWLRQVKLSVLQYRLFHVUHSRUWLQJGRFXPHQWDWLRQ
 2XWVRXUFLQJFHUWDLQQRQFRUHIXQFWLRQVLQIRUPDWLRQWHFKQRORJ\SURGXFWLQQRYDWLRQ
3URGXFLQJSURGXFWV
DQGVHUYLFHVWRVHOO
/RRNLQJIRUQHZZD\VWRDFWXDOO\SURGXFHSURGXFWVDQGVHUYLFHVDVHI¿FLHQWO\DV
SRVVLEOHWKURXJKSDUWQHUVKLSVDQGFRQWLQXRXVLPSURYHPHQWRISURFHVVHVOHDGVWR
LQFUHDVHGTXDOLW\DQGDZLGHUUDQJHRIKLJKTXDOLW\SURGXFWV
 (QKDQFLQJWKHTXDOLW\RIFXUUHQWSURGXFWV
 &RS\LQJFRPSHWLWRUV¶SURGXFWV
 ,QWHJUDWLQJSDUWQHUV¶SURGXFWVWRLQFUHDVHWKHYDOXHSURSRVLWLRQ
'LVWULEXWLQJ
DQGGHOLYHULQJ
FXVWRPHURIIHULQJV
$WWHPSWLQJWRORZHUWKHFRVWVRIGLVWULEXWLRQDQGGHOLYHU\LQDQ\ZD\SRVVLEOHOHDGV
WREHWWHUDQGIDVWHUGHOLYHU\
 &RQWLQXDOO\LPSURYLQJGHOLYHU\SURFHVVHV
 ,PSURYLQJUHVSRQVLYHQHVVVKRUWHQWLPH
 ,PSURYLQJ¿[HGDVVHWVXWLOL]DWLRQ
 ,PSURYLQJZRUNLQJFDSLWDOHI¿FLHQF\
 /RZHULQJVHUYLFHFRVWVHJVZLWFKLQJFOLHQWVWRORZHUFRVWFKDQQHOVVXFKDV
IURPWUDGLWLRQDOWRLQWHUQHWEDVHGVHUYLFHFKDQQHOV
 'HOLYHULQJZKDWFOLHQWVH[SHFW
Managing risks
7U\LQJWRXQGHUVWDQGWKHULVNVLQYROYHGLQGRLQJEXVLQHVVDQG¿QGLQJHIIHFWLYHZD\V
WRRIIVHWDQGPLQLPL]HWKHPLQFOXGLQJ
 0DQDJLQJ¿QDQFLDOULVNDQGPDLQWDLQLQJKLJKFUHGLWTXDOLW\
 0DQDJLQJRSHUDWLQJULVN
 0DQDJLQJWHFKQRORJLFDOULVN
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0),¶VYDOXHSURSRVLWLRQ
 &RPSHWLWLYHSULFHV
 +LJKTXDOLW\
 )DVWGHOLYHU\RIVHUYLFHV
 $FRPSUHKHQVLYHVROXWLRQWRFXVWRPHUVHUYLFHSUREOHPV
Which customer management policies develop and sustain your strategic advantage? 
%\IRFXVLQJRQFXVWRPHUPDQDJHPHQW\RXURUJDQL]DWLRQFDQH[SDQGLWVYDOXHSURSRVLWLRQZLWK
 $VWURQJHUPRUHYLEUDQWEUDQGLPDJH
 $ZLQZLQFXVWRPHUUHODWLRQVKLS
 ,QFUHDVHGFXVWRPHUOR\DOW\
Which innovation management policies can develop and sustain your strategic advantage? 
7RVXVWDLQRUEXLOGDFRPSHWLWLYHDGYDQWDJH0),VPXVWNHHSLQWURGXFLQJQHZSURGXFWVVHUYLFHV
DQGSURFHVVHVWRWKHPDUNHW7KH7DEOHSUHVHQWVGLIIHUHQWLQQRYDWLRQUHODWHGSROLFLHV
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Table 9.2 Customer management policies
Area Description
Selecting and 
WDUJHWLQJFXVWRPHUV
'LYLGLQJWKHEURDGHUPDUNHWLQWRQLFKHVRUWDUJHWVHJPHQWVWRZKLFK\RXFDQWKHQ
RIIHUDVSHFL¿FFXVWRPL]HGYDOXHSURSRVLWLRQ7KLVPLJKWLQFOXGHWKHIROORZLQJ
VWUDWHJLHV
 8QGHUVWDQGLQJPDUNHWVHJPHQWV
 6FUHHQLQJRXWXQWDUJHWHGDQGRUXQSUR¿WDEOHFOLHQWV
 7DUJHWLQJKLJKYDOXHFOLHQWVIURPVRFLDODQGRU¿QDQFLDOSRLQWRIYLHZ
 0DQDJLQJWKHEUDQG
$FTXLULQJ
FXVWRPHUV
$WWHPSWLQJWRDFTXLUHQHZFXVWRPHUVE\FRPPXQLFDWLQJDQDWWUDFWLYHYDOXHSURSRVL
WLRQ7KLVPLJKWLQFOXGHWKHIROORZLQJVWUDWHJLHV
 2IIHULQJDQLQH[SHQVLYHORVVEHDULQJHQWU\OHYHOSURGXFWVXFKDVFKHFNLQJDF
FRXQWVRUFUHGLWFDUGV
 +HDYLO\GLVFRXQWLQJSURGXFWIRUQHZFOLHQWVYLDGLIIHUHQWSURPRWLRQV
 0RXQWLQJDPDUNHWLQJFDPSDLJQ
 (QWHULQJSDUWQHUVKLSVZLWKDJHQWVGLVWULEXWRUVKLUHSXUFKDVHZRUNLQJWKURXJK
LQWHUHVWJURXSVVXFKDVIDUPHUV¶DVVRFLDWLRQV
 8VLQJOR\DOFOLHQWVWRPDUNHWDPRQJWKHLUFROOHDJXHV
5HWDLQLQJTXDOLW\
FXVWRPHUV
5HWDLQLQJTXDOLW\FXVWRPHUVXVXDOO\LQYROYHVLPSOHPHQWLQJFXVWRPHUOR\DOW\LQFHQ
WLYHVDQGRWKHUSURJUDPV7KLVPLJKWLQFOXGHWKHIROORZLQJVWUDWHJLHV
 3URYLGLQJSUHPLXPFOLHQWVHUYLFH
 &UHDWLQJYDOXHDGGHGSDUWQHUVKLSV
 3URYLGLQJVHUYLFHH[FHOOHQFH
%XLOGLQJFXVWRPHU
UHODWLRQVKLSV
7U\LQJWRJHWH[LVWLQJFXVWRPHUVWREX\PRUHSURGXFWVDQGVHUYLFHVLQWKHIXWXUH
WKURXJKFURVVVHOOLQJRURWKHUSDUWQHULQJUHODWLRQVKLSV7KLVPLJKWLQFOXGHWKHIRO
ORZLQJVWUDWHJLHV
 &URVVVHOOLQJWRFOLHQWV
 6ROXWLRQVHOOLQJ
 3DUWQHULQJZLWKFOLHQWV
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,QDGGLWLRQWRLQVWLWXWLQJLQQRYDWLRQSROLFLHV\RXURUJDQL]DWLRQVKRXOGWU\WRLPSURYHLWVFXVWRPHU
YDOXHSURSRVLWLRQDVIROORZV
 (QKDQFHIXQFWLRQDOLW\RISURGXFWV
 %HWKH¿UVWWRPDUNHWQHZIHDWXUHVDQGEHQH¿WV
 ([WHQGSURGXFWVLQWRQHZH[SDQGHGPDUNHWV
What social and regulatory processes can help develop and sustain your strategic advantage? 
&RPSDQLHVDQGRUJDQL]DWLRQVPXVWFRQWLQXDOO\ZLQWKHULJKWWRRSHUDWHLQWKHFRPPXQLWLHVDQG
FRXQWULHVZKHUHWKH\SURGXFHDQGVHOOWKHLUSURGXFWV7KH\GRWKLVE\FRPSO\LQJZLWKDOOWKHDSSOL
FDEOHODZVDQGUHJXODWLRQVDQGE\FRQWULEXWLQJWRWKHFRPPXQLWLHVLQZKLFKWKH\RSHUDWH6SHFL¿
FDOO\WKH\VKRXOG
 EHHQYLURQPHQWDOO\FRQVFLRXV
 SURYLGHDVDIHDQGKHDOWK\ZRUNSODFH
 XVHQRQH[SORLWLYHHPSOR\PHQWSUDFWLFHV
 LQYHVWLQWKHEURDGHUFRPPXQLW\
 EHVHQVLWLYHWRJHQGHUDQGSRYHUW\LVVXHV
7KHUHDUHDVHYHUDOUHDVRQVZK\PDQDJLQJOHJDODQGUHJXODWRU\SURFHVVHVLVYHU\LPSRUWDQWIRU0),V
 ,WSDYHVWKHZD\IRUFRPSDQLHVWRHQWHUQHZPDUNHWVLQWKHIXWXUH2UJDQL]DWLRQVZLWKDVWURQJ
WUDFNUHFRUGLQWKLVDUHDDUHZHOFRPHGLQWRQHZUHJLRQV
 0),VVHHNPLFUR¿QDQFHIULHQGO\UHJXODWLRQVDWWKHQDWLRQDOOHYHO
 7KHH[WHQWWRZKLFKHPSOR\HHVWDNHSULGHLQWKHLURUJDQL]DWLRQ¶VFRQWULEXWLRQWRLPSURYLQJWKH
FRPPXQLWLHVWKH\OLYHLQLPSURYHVVWDIIPRUDOH7KLVLQWXUQPDNHVLWHDVLHUWRDWWUDFWDQGUHWDLQ
talent.
9.6 The learning and growth perspective
Align and manage the creation of value from intangible assets
/HDUQLQJDQGJURZWKFDQEHGLYLGHGLQWRWKUHHFDWHJRULHV
Table 9.3 Innovation policies
Area Description
,GHQWLI\LQJ
RSSRUWXQLWLHVIRUQHZ
SURGXFWV
$QWLFLSDWLQJWKHFXVWRPHU¶VIXWXUHQHHGVDQGGHYHORSLQJHQWLUHO\QHZRUQH[WJHQHUD
WLRQSURGXFWVWKDWZLOOPHHWWKRVHQHHGV
0DQDJLQJSURGXFW
GHYHORSPHQWSRUWIROLRV
+DYLQJDSRUWIROLRRIUHVHDUFKDQGGHYHORSPHQWSURMHFWVXQGHUZD\,GHDOO\WKHVHZLOO
UXQWKHIXOOVSHFWUXPIURPSURMHFWVWKDWFUHDWHQHZVFLHQFHDQGWHFKQRORJ\WREUHDN
WKURXJKQH[WJHQHUDWLRQGHULYDWLYHDQGMRLQWGHYHORSPHQWSURGXFWV
Designing and 
GHYHORSLQJQHZ
offerings
,QDGGLWLRQWRUHVHDUFKLQJQHZSURGXFWVFRPSDQLHVDOVRQHHGWRGHVLJQWKHPGRSUR
WRW\SLQJDQGWHVWLQJUXQSLORWSURGXFWLRQWHVWVDQGSODQKRZEHVWWRODXQFKWKHP$OO
RIWKHVHDFWLYLWLHVQHHGWREHFRPSOHWHGZLWKLQDUHDVRQDEOHWLPHIUDPHDQGEXGJHW
6XFFHVVIXOO\EULQJLQJ
QHZRIIHULQJVWR
market
$WWKHHQGRIWKHGHYHORSPHQWF\FOHQHZSURGXFWVDQGVHUYLFHVQHHGWREHPDGH
DYDLODEOHLQFRPPHUFLDOTXDQWLWLHV6LPXOWDQHRXVO\WKHPDUNHWLQJDQGVDOHVXQLWVZLOO
DOVRODXQFKWKHLUHIIRUWVWRVHOOWKHQHZSURGXFWVDQGVHUYLFHVWRFXVWRPHUV&XVWRPHUV
ZLOOGHPDQGWKDWVXLWDEOHOHYHOVRITXDOLW\EHDFKLHYHG
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• Human capital±\RXUSHRSOH
• Information capital ±ZKDW\RXNQRZ
• Organizational capital±KRZ\RXRSHUDWH
,QRUGHUWRJHWDGGHGYDOXHIURPWKHVHWKUHHLQWDQJLEOHDVVHWVWZRWKLQJVQHHGWRKDSSHQ
 7KHDVVHWVPXVWEHDGHTXDWHO\DOLJQHGZLWK\RXURUJDQL]DWLRQ¶VVWUDWHJ\
 <RXQHHGWRHQKDQFH\RXURUJDQL]DWLRQ¶VLQWDQJLEOHDVVHWVLQDFRRUGLQDWHGZD\LI\RXWU\WRHQ
KDQFHWKHVHDVVHWVRQHE\RQHWKH\PD\HQGXSZRUNLQJDWFURVVSXUSRVHV
7KHNH\WRPDQDJLQJLQWDQJLEOHDVVHWVLVWRPHDVXUHWKHLUGHJUHHRI³UHDGLQHVV´RUWKHH[WHQWWR
ZKLFKLQWDQJLEOHDVVHWVVHUYH\RXURUJDQL]DWLRQ¶VRYHUDOOVWUDWHJ\7KHUHVWRIWKLVFKDSWHULVGHGL
FDWHGWRGLVFXVVLQJVSHFL¿FLQWDQJLEOHDVVHWV
Enhance human capital 
<RXFDQHQKDQFH\RXURUJDQL]DWLRQ¶VKXPDQFDSLWDOE\FORVLQJWKHJDSEHWZHHQZKDWHPSOR\HHVFDQ
GRDQGZKDWWKH\QHHGWRGR7RDFFRPSOLVKWKLV\RXQHHGWRWDNHWKHIROORZLQJVWHSV
• Identify your organizations “strategic job families”±WKHNH\FRPSHWHQFLHVUHTXLUHGIRUWKH
RUJDQL]DWLRQ¶VLQWHUQDOSURFHVVHVWRIXQFWLRQHIIHFWLYHO\
• 8VH³FRPSHWHQF\SUR¿OHV´±VXPPDULHVRIWKHNQRZOHGJHVNLOOVDQGYDOXHVDQHPSOR\HHQHHGV
LQRUGHUWRGRDJLYHQMREZHOO
• Assess your organization’s current state of readiness±E\FRPSDULQJHPSOR\HHV¶FXUUHQW
FDSDELOLWLHVDQGFRPSHWHQFLHVWRWKHVWUDWHJLFMREIDPLOLHV\RXKDYHLGHQWL¿HG7KLVDVVHVVPHQW
VKRXOGJLYHDQRYHUDOOLGHDRI\RXURUJDQL]DWLRQ¶VVWUHQJWKVDQGZHDNQHVVHV
• Develop more human capital ±E\RUJDQL]LQJDSSURSULDWHUHFUXLWLQJWUDLQLQJDQGFDUHHUGHYHO
RSPHQWSURJUDPVIRFXVLQJRQWKRVHLQVWUDWHJLFSRVLWLRQVDVRSSRVHGWRWKHUDQNDQG¿OHHP
SOR\HHV
Maximize your information capital 
+LVWRULFDOO\PRVWLQIRUPDWLRQFDSLWDOLQYHVWPHQWVKDYHEHHQMXGJHGDFFRUGLQJWRWKHLUFRVWDQG
UHOLDELOLW\1RZVWUDWHJ\PDSVPDNHLWSRVVLEOHWRPHDVXUHWKHLUVWUDWHJLFDOLJQPHQWVKRZLQJKRZ
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Box 9.2 Strategic intangible assets at Prizma, B&H
3UL]PDGHFLGHGWRGHYHORSLWVLQWDQJLEOHDVVHWVLQWKHIROORZLQJZD\VWRGHOLYHUWKHKLJKHVWYDOXHWRFXV
WRPHUVDQGVWDNHKROGHUV
People 
 %XLOGVWURQJHUFRPSHWHQFLHVLQFXVWRPHUVHUYLFHPDUNHWLQJDQGUHVHDUFKDQGGHYHORSPHQW7KHVH
IXQFWLRQDODUHDVZHUHQHJOHFWHGLQWKH¿UVWSKDVHVRILQVWLWXWLRQDOGHYHORSPHQWEXWDUHQRZVHHQDVHV
VHQWLDOIRUJRRGPDQDJHPHQWRIFXVWRPHUVDQGLQQRYDWLRQV
 ,QFRUSRUDWHSURSRRUPRWLYDWLRQLQKXPDQUHVRXUFHSURFHGXUHVUHFUXLWLQJWUDLQLQJFDUHHUGHYHORS
PHQWWRVWUHQJWKHQSURSRRULQVWLWXWLRQDOFXOWXUH
Information 
 )XUWKHULQWHJUDWHWKHFOLHQW¶VSRYHUW\PHDVXUHPHQWWRROLQPDQDJHPHQWLQIRUPDWLRQV\VWHP
Organizational capital 
 0DLQWDLQVRFLDOOHDGHUVKLSDQGLQFXOFDWHHPSOR\HHVZLWKDSURSRRULQVWLWXWLRQDOFXOWXUH
 )ROORZDFOLHQWFHQWHUHGDSSURDFKLQGDLO\DVZHOODVVWUDWHJLFZRUN
 6WLPXODWHDFXOWXUHRILQQRYDWLRQE\SURYLGLQJLQFHQWLYHVWRHPSOR\HHVWROHDUQPRUHDQGZRUNDVD
team. 
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LQIRUPDWLRQFDSLWDOFRQWULEXWHVWRWKHDFKLHYHPHQWRIVWUDWHJLFREMHFWLYHV7KLVLVDPRUHXVHIXODQG
LQWHUHVWLQJDSSURDFK7RIXOO\H[SORLW\RXU0),¶VLQIRUPDWLRQFDSLWDO\RXQHHGWR
• Accurately describe your current information capital portfolio±ZKLFKZLOOEDVLFDOO\KDYH
WZRNH\FRPSRQHQWV\RXUWHFKQRORJ\LQIUDVWUXFWXUHKDUGZDUHVRIWZDUHFRPPXQLFDWLRQVQHW
ZRUNVDQGPDQDJHPHQWH[SHUWLVHLQWKHLUXVHDQGWKHDSSOLFDWLRQVRI\RXULQIRUPDWLRQWHFKQRO
RJ\VXFKDVWUDQVDFWLRQSURFHVVLQJPDQDJHPHQWDQDO\WLFWRROVHWF
• Align your information capital with your business strategy±LQIRUPDWLRQFDSLWDORQO\KDV
YDOXHLQWKHFRQWH[WRIWKHVWUDWHJ\EHLQJSXUVXHG)RUH[DPSOHDFRPSDQ\H[HFXWLQJDSURGXFW
OHDGHUVKLSVWUDWHJ\ZLOOEHQH¿WIURPWRROVWKDWHQKDQFHSURGXFWGHVLJQDQGGHYHORSPHQW$QRWK
HUFRPSDQ\SXUVXLQJDFXVWRPHUVROXWLRQVVWUDWHJ\ZLOOEHQH¿WPRVWIURPLQIRUPDWLRQV\VWHPV
WKDWSURYLGHNQRZOHGJHDERXWFXVWRPHUSUHIHUHQFHVDQGEHKDYLRU7RFDSWXUHWKHIXOOEHQH¿WRI
LQYHVWPHQWVLQLQIRUPDWLRQWHFKQRORJ\\RXPXVWEHFOHDUDERXWZKDW\RXZDQWWKHWHFKQRORJ\WR
DFKLHYH
• Measure your information capital readiness\RXURUJDQL]DWLRQ¶VLQIRUPDWLRQFDSLWDOPXVWEH
SUHSDUHGZHOOHQRXJKWRVXSSRUW\RXUHQWHUSULVH¶VSUHIHUUHGVWUDWHJ\,QWKLVFDVHUHDGLQHVVPD\
EHPHDVXUHGTXDOLWDWLYHO\ZKHUHPDQDJHUVHYDOXDWHWKHUHDGLQHVVRQDSUHGHWHUPLQHGVFDOHRU
TXDQWLWDWLYHO\XVLQJIRUPDOVXUYH\VRUWHFKQLFDODXGLWV%RWKDSSURDFKHVFDQZRUNZHOOEXW
\RXZLOOQHHGWRGHWHUPLQHZKLFKW\SHRIPHDVXUHPDNHVWKHPRVWVHQVHIRU\RXURUJDQL]DWLRQ
Strengthen organizational capital
$VLQWKHFDVHRIKXPDQDQGLQIRUPDWLRQFDSLWDORUJDQL]DWLRQDOFDSLWDOLVRQO\DVJRRGDVWKHUHVXOWV
LWKHOSV\RXWRSURGXFH$FFRPSOLVKLQJWKHIROORZLQJWDVNVZLOOHQKDQFHRUJDQL]DWLRQDOFDSLWDO
  
• Build organizational leadership ±HVSHFLDOO\WKHW\SHRIOHDGHUVKLSZKLFKFRPHVWRWKHIRUH
GXULQJWLPHVRIWUDQVLWLRQDQGFKDQJH7REXLOGOHDGHUVKLSGHSWKVRPHRUJDQL]DWLRQVXQGHUWDNH
DIRUPDOGHYHORSPHQWSURFHVVLQZKLFKSURVSHFWLYHOHDGHUVDUHJLYHQSURJUHVVLYHO\PRUHGH
PDQGLQJDVVLJQPHQWVLQDZHOOVWUXFWXUHGVXFFHVVLRQSURJUDP$QRWKHUDSSURDFKLVWRHVWDEOLVKD
OHDGHUVKLSFRPSHWHQF\PRGHOZKLFKGHVFULEHVWKHVSHFL¿FWUDLWVOHDGHUVVKRXOGH[KLELWDQGWKHQ
HQFRXUDJHVZRXOGEHOHDGHUVWRVHHNDVVLJQPHQWVWKDWZLOOKHOSWKHPWRGHYHORSVXFKWUDLWV
• Strengthen your organizational culture±RUJDQL]DWLRQDOFXOWXUHGH¿QHVWKHEHKDYLRUVDQGDW
WLWXGHVWKDWVWDIIFRQVLGHUWREHDSSURSULDWH'LIIHUHQWVWUDWHJLHVDQGYDOXHSURSRVLWLRQVWREH
HIIHFWLYHUHTXLUHDVXSSRUWLQJFXOWXUH0),VQHHGWREXLOGDVWURQJPLVVLRQIRFXVHGFXOWXUHLQ
RUGHUWRVXFFHVVIXOO\UHDOL]HPLVVLRQREMHFWLYHV
• Find better ways to align your organization with your preferred strategy±EHFDXVHDOLJQ
PHQWZLOOHQFRXUDJHULVNWDNLQJLQQRYDWLRQDQGHPSRZHUPHQWDPRQJHPSOR\HHV7RLQFUHDVH
DOLJQPHQWOHDGHUVHVWDEOLVKLQFHQWLYHVOLQNLQJREMHFWLYHVWRFRPSHQVDWLRQ
• Encourage greater teamwork and knowledge sharing±WRDOORZZKDWLVDOUHDG\NQRZQLQRQH
SDUWRI\RXURUJDQL]DWLRQWREHDSSOLHGHOVHZKHUHOHDGLQJWREHQH¿WVDQGV\QHUJLHV
• Increase adherence to development values±LQRUGHUWRNHHS\RXURUJDQL]DWLRQIRFXVHGRQLWV
VRFLDOJRDOVPRQLWRUDQGLQFUHDVH\RXUVWDII¶VDGKHUHQFHWRRUJDQL]DWLRQDOYDOXHVZKLFK±E\
GH¿QLWLRQ±LQFOXGHGHYHORSPHQWLVVXHV,WPD\EHXVHIXOWROLVW\RXULQVWLWXWLRQ¶VYDOXHVDQGDQD
O\]HWKHGHJUHHRIVWDIIDGKHUHQFHWRWKHP 
 See MicroSave9DOXH$XGLWDWZZZPLFURVDYHRUJ.
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Chapter 10. Creating the BSC measurement system: How to 
further operationalize the strategy
7KLVFKDSWHUGLVFXVVHV
• Setting SMART objectives
• Developing measures
• Setting targets
10.1 What is the value of the BSC measurement system?
Enhanced management through strategy measurement
:KLOHWKHVWUDWHJ\PDSSURYLGHVDFRQFLVHDQGFRPSUHKHQVLYHGHVFULSWLRQRI\RXUVWUDWHJ\\RXU
Balanced Scorecard measurementV\VWHPIDFLOLWDWHVLWVUHJXODUPRQLWRULQJDQGHYDOXDWLRQ
7KH%6&PHDVXUHPHQWV\VWHPGLYLGHVHDFKSHUVSHFWLYHDQGVWUDWHJLFVWDWHPHQWLQWRWKUHHHOHPHQWV
REMHFWLYHVPHDVXUHVDQGWDUJHWVDVVKRZQLQWKH)LJXUH
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Figure 10.1 Strategic management process
 'H¿QLQJREMHFWLYHV
 'HYHORSLQJPHDVXUHV
• Setting targets
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10.2 Setting SMART objectives
6SHFLI\ZKDW\RXZDQWWRDFKLHYHZLWKFOHDUO\GH¿QHGVWUDWHJLFREMHFWLYHV
<RXUREMHFWLYHVGH¿QHPRUHVSHFL¿FDOO\ZKDW\RXU0),LVWU\LQJWRDFKLHYHZLWKLQHDFKSHUVSHFWLYH
<RXVKRXOGGLVWLQJXLVKVWUDWHJLFIURPRSHUDWLRQDOREMHFWLYHVDQGIRFXVRQWKHIRUPHU2SHUDWLRQDORE
MHFWLYHVDUWLFXODWHhowWRRSHUDWLRQDOL]H\RXUVWUDWHJ\WRDFKLHYHWKHSODQQHGUHVXOWVDQGIRFXVPDLQO\
RQDFWLRQV,QFRQWUDVWVWUDWHJLFREMHFWLYHVstateZKDW\RXZDQWWRDFKLHYHDQGIRFXVRQUHVXOWV)RU
H[DPSOH³7KHQHZ0),VWULYHVWRLQFUHDVHRXWUHDFKWRORZLQFRPHKRXVHKROGVVWUDWHJLFREMHFWLYH
GHVFULELQJH[SHFWHGUHVXOWVE\RSHQLQJWZRQHZEUDQFKHVLQSRRUDUHDVRSHUDWLRQDOREMHFWLYHGH
VFULELQJDQDFWLRQ´
2EMHFWLYHVVKRXOGEH60$57±6SHFL¿F0HDVXUDEOH$FKLHYDEOH5HOHYDQW7LPHERXQG
• SSHFL¿F
$VSHFL¿FREMHFWLYHLVFRQFUHWHGHWDLOHGIRFXVHGDQGZHOOGH¿QHG,WDGGUHVVHVRQO\RQHLVVXHDQG
FOHDUO\FRPPXQLFDWHVZKDW\RXZRXOGOLNHWRVHHKDSSHQ7RVHWVSHFL¿FREMHFWLYHVLWKHOSVWRDVN
WhatDP,JRLQJWRGR"<RXUDQVZHUVKRXOGFRQWDLQVWURQJDFWLRQYHUEVVXFKDVFRQGXFWGHYHORS
EXLOGSODQH[HFXWHHWF
• MHDVXUDEOH
$PHDVXUDEOHREMHFWLYHFDQEHWUDFNHGLWRIIHUVFOHDUZD\VWRNQRZWKDWFKDQJHLVRFFXUULQJ0HDV
XUHPHQWVKHOSXVWRUHDOL]HKRZIDUZHKDYHSURJUHVVHGWRZDUGRXUREMHFWLYHV
• AFKLHYDEOH
$QDFKLHYDEOHREMHFWLYHLVVHWLQOLQHZLWKLQVWLWXWLRQDOFDSDFLWLHVDQGUHVRXUFHV,I\RXUREMHFWLYHVDUH
XQUHDOLVWLFRUDLPWRRKLJK\RXPD\¿QGLWGLI¿FXOWWRVWD\PRWLYDWHGHQRXJKWRDWWDLQWKHJRDOV
• RHOHYDQW
$UHOHYDQWREMHFWLYHVXSSRUWVWKHJRDOVLQ\RXUVWUDWHJLFVWDWHPHQW$VN\RXUVHOIWKLVTXHVWLRQWhy 
LVWKLVLPSRUWDQW"<RXUDQVZHUZLOOKHOS\RXXQGHUVWDQGKRZ\RXUREMHFWLYHLVOLQNHGWR\RXUVWUDWH
gic statement.
Figure 10.2 Strategy map and the Balanced Scorecard measurement system
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• TLPHERXQG
$WLPHERXQGREMHFWLYHKDVWREHDFKLHYHGZLWKLQDVHWWLPHIUDPH5HDOLVWLFGHDGOLQHVVWLPXODWHDF
WLRQ7KHLUDEVHQFHXQGHUPLQHVERWKWKHPRWLYDWLRQDQGWKHXUJHQF\UHTXLUHGWRH[HFXWHWDVNV
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Table 10.1 SMART objectives at Prizma
Perspective Strategic statement SMART objective to be reached within one year
Social ,PSURYHZHOOEHLQJRIFOLHQWV¶IDPLOLHV
,QFUHDVHRXWUHDFKWRSRRUFOLHQWVE\;;SHUFHQW
,QFUHDVHE\[[SHUFHQWWKHZHOOEHLQJRISRRUFOLHQWVVWD\LQJZLWK
WKHSURJUDPIRUPRUHWKDQ\HDUVDVPHDVXUHGE\LPSURYHGOLIH
FRQGLWLRQVFRQVXPSWLRQHGXFDWLRQDORSSRUWXQLWLHVKRXVLQJ
Financial &RQWLQXHJURZWK
,QFUHDVHRXWUHDFKWRWKHSRRUWDUJHWFOLHQWVLQUXUDODUHDVE\[[
percent
0DLQWDLQFXUUHQW¿QDQFLDOVXVWDLQDELOLW\
&XVWRPHU
6DWLVI\FRUH¿QDQFLDO
needs
,PSURYHSURGXFWVDQGVHUYLFHVWRPHHWPRUH¿QDQFLDOQHHGVRI
SRRUWDUJHWFOLHQWVDVPHDVXUHGE\LQFUHDVHGFOLHQWVDWLVIDFWLRQ
Retain poor clients
,QFUHDVHFOLHQWVDWLVIDFWLRQZLWKSURGXFWDQGVHUYLFHTXDOLW\E\
;;SHUFHQW
0LQLPL]HFXVWRPHUVHUYLFHHUURUVUHODWHGWRQHZSURGXFWLQWUR
GXFWLRQE\;;SHUFHQWDVPHDVXUHGE\WKHFXVWRPHUVHUYLFH
DXGLWHUURUUDWH
,QFUHDVHOR\DOW\DPRQJSRRUWDUJHWFOLHQWVDVPHDVXUHGE\[[
SHUFHQWLQFUHDVHLQQXPEHURIFOLHQWVVWD\LQJZLWKWKH0),IRUDW
OHDVW\HDUV
,QWHUQDO
±RSHUDWLRQV
0DLQWDLQIDVWFDVK
GLVEXUVHPHQW
,QFUHDVHE\;;SHUFHQWEXGJHWDOORFDWLRQVIRULPSURYLQJPRELOH
lending 
6KRUWHQORDQSURFHVVLQJWLPHE\;;SHUFHQW
,QWHUQDO
±FXVWRPHU %XLOGEUDQG
%XLOGEUDQGDZDUHQHVVDPRQJWKHWDUJHWSRSXODWLRQDVPHDVXUHG
E\[[LQFUHDVHLQQXPEHURISRRUSHRSOHDQGNH\VWDNHKROGHUV
UHFRJQL]LQJWKH0),DVDUHOLDEOHSRYHUW\IRFXVHGLQVWLWXWLRQ
/	*±KXPDQ
'HYHORSQHZFRPSH
WHQFLHVLQ&XVWRPHU
6HUYLFHPDUNHWLQJ
DQG5HVHDUFK	
'HYHORSPHQW
,PSURYHWKHEXGJHWLQJVWUXFWXUHWRLQFUHDVHFRPSHWHQFLHVLQWKH
PHQWLRQHGDUHDVDVPHDVXUHGLQRIGHYHORSPHQWEXGJHWXVHG
WREXLOGFRPSHWHQFLHVLQVWUDWHJLFDUHDV
,PSURYHWUDLQLQJQHHGVDVVHVVPHQWDVPHDVXUHGE\RIVWDII
delegated to training
/	*±
RUJDQL]DWLRQ &XOWXUHRILQQRYDWLRQ
'HYHORSHIIHFWLYHPHFKDQLVPVWRVWLPXODWHQHZLGHDVDVPHD
VXUHGE\WKHQXPEHURILGHDVJHQHUDWHGE\VWDIIWKDWDUHVXFFHVV
IXOO\LPSOHPHQWHG
,QFUHDVHPDUNHWUHVSRQVLYHQHVVE\UHVHDUFKLQJQHZLGHDVDV
PHDVXUHGE\WLPHWRPDUNHWIRUQHZSURGXFWV
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Table 10.2 Strategic objectives and indicators at NGO Manuela Ramos, Peru
Perspe-
ctive Objective Indicator
Target 
2007
Target 
2008
Target 
2009
So
ci
al
7RVWUHQJWKHQ
WKHDXWRQRP\RI
ZRPHQFOLHQWV
RIZRPHQFOLHQWVZKRKDYHLPSURYHGWKHLU
KHDOWK
RIFOLHQWVZKRKDYHLPSURYHGWKHLUUHVLV
WDQFHDJDLQVWYLROHQFH
ZRPHQFOLHQWVLQ&UHGL08-(5ZKRXVH
credit
7RLPSURYH
ZRPHQ¶VHFR
QRPLFVLWXDWLRQ
RIZRPHQFOLHQWVZKRUHDFKHGWKHLUJRDOV
RIFOLHQWVZKRLQFUHDVHWKHLUEXVLQHVV
\LHOGV
ZRPHQFOLHQWVZKRLPSURYHWKHLUDFWLYLWLHV
Fi
na
nc
ia
l
7RRIIHUHI¿FLHQW
DQGVXVWDLQDEOH
¿QDQFLDOVHUYLFHV
RI¿QDQFLDOVXVWDLQDELOLW\LQ&UHGL08-(5
RIGHFUHDVLQJFRVWVRIJUDQWHGFUHGLW
LQFUHDVHLQWKHDFWLYHSRUWIROLR
6W
DN
HK
RO
GH
U
To consolidate 
WKHSHUPDQHQFH
of clients in 
FRPPXQDOEDQNV
PDLQWDLQLQJWKH
DFWXDOPDUNHW
RIZRPHQFOLHQWVLQ&UHGL08-(5ZKR
XVHGVHUYLFHVDFWLYHO\IRUDWOHDVW\HDUV
RIWRWDOZLWKGUDZDOVPDGHXSRIFOLHQWV
ZLWKYROXQWDU\¿UVWFLUFOHZLWKGUDZDOV
7RH[SDQG
and deepen 
&UHGL08-(5
¿QDQFLDOVHUYLFHV
in emerging 
markets 
RIDOOFOLHQWVLQFRQGLWLRQVRISRYHUW\
RIQHZFOLHQWVLQQHZ]RQHV
RIQHZFOLHQWVZKRUHFHLYHFUHGLWIRUWKH
¿UVWWLPH
7RLPSURYHWKH
VDWLVIDFWLRQOHYHO
of clients 
RIVDWLV¿HGFOLHQWV
7RLPSURYH
&UHGL08-(5¶V
LQVWLWXWLRQDO
image 
RIQHZFOLHQWVUHIHUUHGE\RWKHUFOLHQWV
RIDOOFOLHQWVZKRDFWLYHO\SDUWLFLSDWHLQ
SXEOLFWHQGHUV
RIFOLHQWVZKRSDUWLFLSDWHLQPHHWLQJVLQ
%%&&DQGFDSDFLW\SURMHFWVRI005
7RVHFXUH¿QDQ
FLDOUHVRXUFHV
IURPWKH&7,
DQGRUWKHVWDWH
$PRXQWREWDLQHGIURP&7,YVWKHWRWDOUHY
HQXHVREWDLQHG
$PRXQWOHQWE\WKHVWDWHYVWRWDODPRXQW
IURPDWKLUGSDUW\
RIDPRXQWVFROOHFWHGYVWKHUHTXLUHGWRWDO
(VWDEOLVKFRRS
HUDWLRQEHWZHHQ
QHWZRUNVDQG
partners 
$PRXQWRIWRWDOVDYLQJVYVWKHZKROHEXGJHW
RI&UHGL08-(5
3HUVRQQHODFWLYDWHGWKURXJKQHWZRUNVDQG
allies 
59
Test if objectives are SMART
7KHWDEOHEHORZSUHVHQWVTXHVWLRQV\RXFDQDVNWRWHVWZKHWKHU\RXUREMHFWLYHVDUH60$57
10.3 Developing indicators
7KH%DODQFHG6FRUHFDUGXVHVLQGLFDWRUVWRSURYLGH\RXZLWKDZD\WRPHDVXUHSURJUHVVWRZDUG
DFKLHYLQJ\RXUPLVVLRQDQGLVWKHUHIRUHFHQWUDOWRWKHHIIHFWLYHH[HFXWLRQRI\RXUVWUDWHJ\7KH
LQGLFDWRUV\RXGHFLGHWRXVHPXVWEHVHOHFWHGZLWKWKHJUHDWHVWFDUH:KHQ\RXDVNWKHTXHVWLRQ
³+RZGRZHNQRZZHDUHSHUIRUPLQJZHOOLQSXUVXLWRIRXUREMHFWLYHV"´\RXDUHVHDUFKLQJIRU
LQGLFDWRUV7KHUHDUHPDQ\SRVVLEOHNLQGVRILQGLFDWRUVEXW\RXZLOO¿QGWKDW³ODJ´LQGLFDWRUVDQG
³OHDG´LQGLFDWRUVDUHWKHPRVWXVHIXOLQVWUDWHJLFPDQDJHPHQW
Lag indicatorsDUHWKHTXDQWL¿HGFRQVHTXHQFHVRIDFWLRQVSUHYLRXVO\WDNHQDQGSURYLGHDQRYHUDOO
VFRUHHJVDOHVYROXPHPDUNHWVKDUH7KH\WHOO\RXZKHWKHU\RXDUHUHDFKLQJGHVLUHGRXWFRPHV
RUQRW7KH\KHOS\RXWUDFNKLVWRULFDOSHUIRUPDQFHDQGXQGHUVWDQGKRZUHVXOWVFKDQJHRYHUWLPH
0RVW¿QDQFLDOLQGLFDWRUVDUHRIWKHODJYDULHW\7KH\DUHRIWHQH[SUHVVHGE\UDWLRVSHUFHQWDJHV
Lead indicatorsDUHPHDVXUHPHQWVRIVLWXDWLRQVRUIDFWVWKDWDWOHDVWLQSDUWGHWHUPLQHWKH
GHVLUHGDQGRUH[SHFWHGTXDQWL¿DEOHFRQVHTXHQFHVH[SUHVVHGDVODJLQGLFDWRUV)RUH[DPSOHWLPH
VSHQWZLWKFOLHQWVDOHDGLQGLFDWRUFDQGHWHUPLQHDQLQFUHDVHLQFOLHQWVDWLVIDFWLRQODJLQGLFDWRU
/HDGLQGLFDWRUVZLOODOORZ\RXWRPDQDJH\RXUVWUDWHJ\RSHUDWLRQDOO\7KH\FDQDOVRKHOSWRWUDFN
LQWHUPHGLDWHFKDQJHVLQSURFHVVHVRULGHQWLI\LQWDQJLEOHDVVHWVWKDWDUHQHFHVVDU\WRDFKLHYLQJWKH
GHVLUHG¿QDOUHVXOWV
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Table 10.3 SMART test
Area Questions
6SHFL¿F
 :KDWH[DFWO\DUHZHJRLQJWRGR":LWKRUIRUZKRP"
 ,VRXUREMHFWLYHZHOOXQGHUVWRRG"
 ,VRXUREMHFWLYHGHVFULEHGZLWKDFWLRQYHUEV"
 ,VLWFOHDUZKHUHWKLVZLOOKDSSHQ"
 ,VLWFOHDUZKDWQHHGVWRKDSSHQ"
 ,VWKHRXWFRPHFOHDU"
 ,VRXUREMHFWLYHOLQNHGWRWKHGHVLUHGUHVXOWV"
0HDVXUDEOH  +RZZLOOZHNQRZWKDWDFKDQJHKDVRFFXUUHG" &DQWKHVHPHDVXUHPHQWVEHREWDLQHG"
$FKLHYDEOH
 'RZHXQGHUVWDQGWKHOLPLWDWLRQVDQGFRQVWUDLQWV"
 &DQZHGRWKLVZLWKWKHUHVRXUFHVZHKDYH"
 'RZHQHHGWRUHSULRULWL]HWRPDNHWKLVKDSSHQ"
5HOHYDQW  +RZGRHVWKLVREMHFWLYHVXSSRUWRXUVWUDWHJLFVWDWHPHQW" ,VLWUHOHYDQWWRRXUREMHFWLYH":K\"
7LPHERXQG  :KHQZLOORXUREMHFWLYHEHDFFRPSOLVKHG" ,VWKHUHDVWDWHGGHDGOLQH"
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Table 10.4 Prizma’s lead and lag indicators 
Perspe-
ctive
Strategic 
statement Objective Lead indicators Lag indicators
So
ci
al
,PSURYHFOL
HQWV¶IDPLOLHV
ZHOOEHLQJ
,QFUHDVHRXWUHDFKWRWKHSRRUFOLHQWVE\
;;
,QFUHDVHZHOOEHLQJRISRRUFOLHQWVLQ
WHUPVRILPSURYHGOLYLQJFRQGLWLRQV
FRQVXPSWLRQHGXFDWLRQDORSSRUWXQLW\
KRXVLQJE\;;
# of poor clients RISRRUZLWK
LQFUHDVHGZHOO
being
Fi
na
nc
ia
l &RQWLQXHG
JURZWK
,QFUHDVHRXWUHDFKWRSRRUWDUJHWFOLHQWV
LQUXUDODUHDVZLWKLQWKHQH[W\HDU
0DLQWDLQ¿QDQFLDOVXVWDLQDELOLW\DWWKH
FXUUHQWOHYHOIRUWKHQH[W\HDUV
Penetration rate in 
UXUDODUHDV
)LQDQFLDOVXVWDLQ
DELOLW\
&X
VWR
P
HU
6DWLVI\FRUH
¿QDQFLDO
needs
,PSURYHSURGXFWVDQGVHUYLFHVWRPHHW
PRUH¿QDQFLDOQHHGVRISRRUWDUJHW
FOLHQWVE\;;
RIFOLHQWVZLWK
PRUHWKDQRQH
SURGXFW
RI¿QDQFLDO
needs met
Retain poor 
clients
,QFUHDVHFOLHQWVDWLVIDFWLRQZLWKWKH
SURGXFWDQGVHUYLFHTXDOLW\E\;;
0LQLPL]HFXVWRPHUVHUYLFHHUURUV
UHODWHGWRLQWURGXFLQJQHZSURGXFWE\
;;
,QFUHDVHOR\DOW\DPRQJSRRUWDUJHW
FOLHQWVE\;;
RI&OLHQW
VDWLVIDFWLRQZLWK
±SURGXFWDQG
VHUYLFHTXDOLW\
RIFXVWRPHU
VHUYLFHHUURUV
&OLHQWUHWHQWLRQ
,Q
WH
UQ
DO

±
RS
HU
DW
LR
QV Maintain fast 
FDVKGLVEXUVH
ment
'HYHORSEXGJHWDOORFDWLRQVDQGXVDJH
SURFHGXUHVIRULPSURYLQJPRELOHOHQG
LQJE\;;
6KRUWHQORDQSURFHVVLQJWLPHE\;;
RIEXGJHWDOOR
FDWHGDQGXVHGIRU
LPSURYHPHQWVLQ
mobile lending
RIGLVEXUVH
ments taking lon
JHUWKDQ;GD\V
,Q
WH
UQ
DO

±
FX
VWR
P
HU
%XLOGEUDQG ,PSURYHLPDJHRISRYHUW\IRFXVHG
LQVWLWXWLRQDPRQJFOLHQWVDQGNH\VWDNH
KROGHUVE\;;
%XLOGEUDQGDZDUHQHVVDPRQJWKHWDUJHW
ORZLQFRPHSRSXODWLRQ
RILQLWLDWLYHVRQ
branding among 
target clients and 
NH\VWDNHKROGHUV
RIEUDQGDZDUH
ORZLQFRPHSRSX
lation
/	
*
±
K
XP
DQ
'HYHORSQHZ
competencies 
LQ&XVWRPHU
6HUYLFH0DU
keting and 
5HVHDUFK	
'HYHORSPHQW
,PSURYHEXGJHWLQJVWUXFWXUHWRLQFUHDVH
FRPSHWHQFLHVLQWKHPHQWLRQHGDUHDV
Do training needs assessment
RIEXGJHWDO
ORFDWHGDQGXVHG
RIVWDIIZLWK
UHOHYDQWFRPSH
tences
/	
*

RU
JD
QL
]D
WLR
Q &XOWXUHRI
LQQRYDWLRQ
'HYHORSHIIHFWLYHPHFKDQLVPVIRUJHQ
HUDWLQJQHZLGHDV
,QFUHDVHUHVSRQVLYHQHVVWRWKHPDUNHW
E\UHVHDUFKLQJQHZLGHDV
RILQQRYDWLYH
ideas generated
RILQQRYDWLYH
ideas incorporated 
LQ5	'SURFHVVHV
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Include both lead and lag indicators for a comprehensive view of your performance
+DYLQJLQIRUPDWLRQDERXWERWKZKDW\RXKDYHDFKLHYHGODJLQGLFDWRUVDQGZKDW\RXUFKDQFHVDUH
IRUIXUWKHUDFKLHYHPHQWOHDGLQGLFDWRUVZLOOKHOS\RXWRPRQLWRUWKHLPSOHPHQWDWLRQRI\RXUVWUDW
HJ\DQGKHOS\RXWRUHDFWDWDQHDUOLHUVWDJHLIVRPHWKLQJJRHVZURQJ,I\RXDUHRIIWUDFNRQ\RXU
SODQWKHOHDGLQGLFDWRUVZLOOLPPHGLDWHO\VKRZ\RXKRZWRGHDOZLWKWKHSUREOHP
Measure what you value the most in a cost-effective way
&RVWZLOOEHDIDFWRULQVHOHFWLQJLQGLFDWRUV<RXZLOOZDQWWR¿QGLQGLFDWRUVWKDWDUHHDV\WRTXDQWL
I\DOUHDG\DYDLODEOHUHOLDEOHDQGUHOHYDQW7KLQNFDUHIXOO\DERXWZKRZLOOQHHGWKHLQIRUPDWLRQDQG
KRZRIWHQWKH\ZLOOQHHGLW7KHQUHHYDOXDWH\RXUOLVWRILQGLFDWRUVWRGHFLGHZKDW\RXZLOO127
QHHGWRPHDVXUH/RRNIRUZD\VWRXVHVLPLODULQIRUPDWLRQIRUGLIIHUHQWSXUSRVHVDQGWDNHDGYDQ
WDJHRISUHH[LVWLQJGDWDFROOHFWLRQVUHSRUWVDQGDQDO\VHV
10.4 Setting targets  
3HUIRUPDQFHWDUJHWVDUHTXDQWL¿DEOHHVWLPDWHVRIWKHH[SHFWHGUHVXOWVIRUDJLYHQSHULRGRIWLPH
7DUJHWVUHIHUWRVHOHFWHG%6&LQGLFDWRUVDQGDOORZ\RXWRPRQLWRUSURJUHVVWRZDUGV\RXUVWUDWHJLF
JRDOV7KHWDUJHWVVKRXOGEDODQFHVRFLDODQG¿QDQFLDODVZHOODVVKRUWDQGORQJWHUPJRDOV
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Table 10.5 Example from Genesis: social perspective 
Objective Lag Indicator Target: 1 year Lead Indicator Target: 1 year
7RLPSURYHLQD
VXVWDLQDEOHPDQQHU
WKHTXDOLW\RIOLIH
RIRXUFOLHQWV¶
IDPLOLHVE\RIIHULQJ
¿QDQFLDODQGQRQ
¿QDQFLDOVHUYLFHV
 WDUJHWHG
SRSXODWLRQ
VHUYHG
 FXPXODWLYH
FOLHQWVVHUYHG
IURPWKHWDUJHW
SRSXODWLRQ
 ,QFUHDVHLQWKH
FOLHQWV¶FDSLWDO
 $YHUDJHFOLHQW
income
 $YHUDJHIDPLO\
income
 ,QGLFDWRUVRI
social impact 
EDVHOLQHGDWD
 !
 
 !
 4
 4
• tbd.
 FOLHQWVVHUYHG
from targeted 
SRSXODWLRQ
 DFWLYHFOLHQWV
from targeted 
SRSXODWLRQ
 $YHUDJHRI
RSHUDWLRQVE\
client
 RIDFWLYHFOL
HQWVZLWKPRUH
WKDQRSHUD
tions
 1XPEHURI
baseline data
 
 
 VWDWLVWLF
 VWDWLVWLF
 
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7REHUHDOLVWLFWDUJHWVVKRXOGEHURRWHGLISRVVLEOHLQKLVWRULFDOGDWD<RXU0,6LVDJRRGVRXUFHRI
LQIRUPDWLRQWRVWDUWZLWK%HQFKPDUNLQJZLWKFRPSHWLWRUVDQGWKH0,;SHHUJURXSRUXVLQJFRXQWU\
UHJLRQDOEHQFKPDUNVDVDUHIHUHQFHFDQKHOS\RXGHYHORSUHDOLVWLFWDUJHWV
For each indicator, review:
 &XUUHQWUHVXOWV
 ,QGXVWU\VWDQGDUGV
 &RPSHWLWRU¶VVFRUH
 6WDIIIHHGEDFNRQZKDWLVIHDVLEOH
 &OLHQWSHUVSHFWLYH
/RRNDWLQIRUPDWLRQIURPWKHODVWWKUHH\HDUVDQGFRPSDUHLWZLWKSRWHQWLDOVKRUWWHUPUHVXOWV
PRQWKV7KLVLQIRUPDWLRQVKRXOGHQDEOH\RXWRVHWDQDQQXDOWDUJHWIRUHDFKREMHFWLYH
Table 10.6 Prizma’a targets  
Perspe-
ctive
Strategic 
Statement Objective 
Lead 
Indicators
Lag 
Indicators Targets
So
ci
al ,PSURYHFOL
HQWV¶IDPLOLHV
ZHOOEHLQJ
,QFUHDVHRXWUHDFKWRWKHSRRU
FOLHQWVE\;;
,QFUHDVHZHOOEHLQJRISRRU
FOLHQWVPHDVXUHGE\LPSURYHG
OLYLQJFRQGLWLRQVFRQVXPS
WLRQHGXFDWLRQDORSSRUWXQLW\
KRXVLQJE\;;
# of poor clients
RISRRUZLWK
LQFUHDVHGZHOO
being
25 000
20%
Fi
na
nc
ia
l
&RQWLQXHG
JURZWK
,QFUHDVHRXWUHDFKWRSRRU
FOLHQWVLQUXUDODUHDVZLWKLQ
WKHQH[W\HDU
,PSURYH¿QDQFLDOVXVWDLQDELO
LW\ZLWKLQWKHQH[W\HDUV
Penetration rate in 
UXUDODUHDV
Financial 
VXVWDLQDELOLW\
5%
>120%
&X
VWR
P
HU
6DWLVI\FRUH
¿QDQFLDO
needs
,PSURYHSURGXFWVDQGVHU
YLFHVWRPHHWPRUH¿QDQFLDO
QHHGVRISRRUFOLHQWVE\;;

RIFOLHQWVZLWK
PRUHWKDQRQH
SURGXFW
RI¿QDQFLDO
needs met
50%
50%
Retain poor 
clients
,QFUHDVHFOLHQWVDWLVIDFWLRQ
ZLWKWKHSURGXFWDQGVHUYLFH
TXDOLW\E\;;
0LQLPL]HFXVWRPHUVHUYLFH
HUURUVUHODWHGWRLQWURGXFLQJ
QHZSURGXFWE\;;
,QFUHDVHOR\DOW\DPRQJSRRU
WDUJHWFOLHQWVE\;;
RIFOLHQW
VDWLVIDFWLRQZLWK
SURGXFWDQGVHU
YLFHTXDOLW\
FXVWRPHUVHU
YLFHHUURUVP\V
WHU\VKRSSLQJ
&OLHQW
UHWHQWLRQ
80%
<10%
>70%
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,Q
WH
UQ
DO
±

op
er
at
io
ns Maintain fast 
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RILQLWLDWLYHVRQ
branding among 
target clients and 
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RIEUDQGDZDUH
±ORZLQFRPH
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'HYHORSQHZ
competencies 
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90%
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LQ5	'SURFHVVHV
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Chapter 11. Develop a change management plan to ensure 
strategy implementation 
This chapter:
 'H¿QHVWKHFKDQJHPDQDJHPHQWSODQ
 'LVFXVVHVFDVFDGLQJIRUDOLJQPHQW
 *LYHVDQRYHUYLHZRISURMHFWPDQDJHPHQWWKHWUDLQLQJQHHGVDVVHVVPHQWSODQDQGWKHFRPPXQL-
cation plan
11.1 Change management plan
Change management plan involves allocating resources and setting deadlines
6XFFHVVIXOO\LPSOHPHQWLQJVWUDWHJ\RIWHQLQYROYHVFKDQJH7KHUHIRUHWKH%6&WRROLQFOXGHVD
FKDQJHPDQDJHPHQWSODQWRDVVLVW\RXWKURXJKWKHFKDQJHV7KLVLVGRQHE\DOLJQLQJWKHFXUUHQWLQL
WLDWLYHVDOORFDWLQJ¿QDQFLDODQGSHUVRQQHOUHVRXUFHVDQGVHWWLQJDFKLHYDEOHGHDGOLQHV
Figure 11.1 Strategic management process
 ,GHQWLI\LQJLQLWLDWLYHV
 'HYHORSLQJ725
Mission
Current
Position
Key Issues 
& Strategic 
Choices
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Map
BSC 
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Management 
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Aligning current initiatives
7RLPSOHPHQW\RXUVWUDWHJ\FRVWHIIHFWLYHO\
\RXVKRXOG¿UVWHYDOXDWHDOOFXUUHQWLQLWLDWLYHV
WRVHHKRZWKH\¿WLQWRWKH%6&REMHFWLYHVDQG
WDUJHWV<RXUJRDOLVWRDOLJQFXUUHQWLQLWLDWLYHV
ZLWKERWKH[SHFWHGUHVXOWVDQG\RXULQVWLWXWLRQDO
FDSDFLW\DVGHWHUPLQHGE\KXPDQDQG¿QDQFLDO
UHVRXUFHV2QO\LQLWLDWLYHVWKDWFRQWULEXWHWR
DFKLHYLQJ\RXUREMHFWLYHVDQGDUHZLWKLQ\RXU
LQVWLWXWLRQ¶VFDSDFLW\VKRXOGEHSXUVXHGZKLOH
RWKHUVVKRXOGHLWKHUEHUHYLVHGRUGURSSHGWR
PDNHPRUHHI¿FLHQWXVHRIVFDUFHUHVRXUFHV,WLV
EHVWWRLGHQWLI\DIHZLQLWLDWLYHVWKDWFDQDGGUHVV
PXOWLSOHREMHFWLYHV
 
Develop a Term-of-Reference document and allocate resources
$GHWDLOHG7HUPRI5HIHUHQFHGRFXPHQWDQGEXGJHWIRUHDFKLQLWLDWLYHFDQEHXVHIXO:KLOHSODQ
QLQJWRLPSOHPHQWHDFKLQLWLDWLYHSD\DWWHQWLRQWRWKHIROORZLQJLVVXHV
 )RUVWDIIWRHIIHFWLYHO\OHDGWKHLUDVVLJQHGLQLWLDWLYHVWKH\QHHGWRIHHORZQHUVKLSRIWKHP
 %XGJHWFDUHIXOO\WRHQVXUHWKHSURMHFWKDVVXI¿FLHQWUHVRXUFHV
 8QUHDOLVWLFGHDGOLQHVZLOOXQGHUPLQHVWDIIFRPPLWPHQWWRWKHSURFHVV
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Box 11.1 Strategic initiatives in MDF-Ka-
murj
 2SHQQHZEUDQFKHV
 5H¿QHH[LVWLQJVWDQGDUGVDQGSURFHGXUHVERWK
UXUDODQGXUEDQ
 6WUHQJWKHQIXQGUDLVLQJDFWLYLWLHV
 'HYHORSDQGGLVVHPLQDWHSXEOLFUHODWLRQVLQ
IRUPDWLRQDERXW0').DPXUMIRXQGDWLRQDQG
&2
 0RELOL]HWDVNIRUFHWRZRUNRQQHZLQFHQWLYH
V\VWHP
 &RQGXFWVHPLDQQXDOFRUSRUDWHPHHWLQJV
 +LUHDQGWUDLQVWDIIIRU+XPDQ5HVRXUFHV
department
Figure 11.2 Change management plan
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11.2 Alignment 
 
%RWK\RXUPHDVXUHPHQWV\VWHPDQGLQLWLDWLYH
DOLJQPHQWVKRXOGFRQFHUQDOOXQLWVLQ\RXURU
JDQL]DWLRQ,QRUGHUIRUWKHLUDFWLRQVWREHDOLJQHG
ZLWKDQGVXSSRUWLYHRI\RXUVWUDWHJ\HDFKZLOO
QHHGLWVRZQWDUJHWV7KHUHIRUHGLVWLQFWPHDVXUHV
DQGWDUJHWVVKRXOGEHGHYHORSHGIRU\RXUH[HFX
WLYHWHDPGHSDUWPHQWVDQGGHFHQWUDOL]HGRUJDQL
]DWLRQDOXQLWVEUDQFKHVRI¿FHVHWF7KHVDPH
KROGVWUXHIRUWKHFKDQJHPDQDJHPHQWSODQ
 
7KH7DEOHVKRZKRZWKH%6&PHDVXUHPHQWV\VWHPIRURQHREMHFWLYHZLWKLQWKHFXVWRPHUSHUVSHFWLYH
UHYHUEHUDWHVWRWKHPDUNHWLQJDQGKXPDQUHVRXUFHGHSDUWPHQWVDVZHOODVWRWKHEUDQFKOHYHO
Box 11.2 Out of alignment
$SURGXFWGHVLJQFRQWUDGLFWVLQVWLWXWLRQDOREMHF
WLYHVHJWKHREMHFWLYHWRLQFUHDVHRXWUHDFKWR
ZRPHQLVQRWZHOODOLJQHGZLWKSURGXFWIHDWXUHV
WKDWGRQRWUHVSRQGWRZRPHQ¶VOLPLWHGPRELOLW\
WHQGHQF\WRZDQWVPDOOHUORDQVRUKLJKHUVDYLQJV
rates. 
$QREMHFWLYHWRLQFUHDVHRXWUHDFKWRSRRUFOLHQWV
PD\EHRXWRIDOLJQPHQWZLWKDQLQFHQWLYHV\VWHP
WKDWIDYRUVSRUWIROLRYDOXH
$QRUJDQL]DWLRQZDQWVWRGHYHORSQHZSURGXFWV
EXWLWVRUJDQL]DWLRQDOFXOWXUHGRHVQ¶WYDOXHOHDUQ
ing from mistakes or risk taking. 
Table 11.1 BSC cascading 
Organization wide BSC
Perspective Objective ,QGLFDWRUV Stretch Targets
&XVWRPHU 7RVDWLVI\FRUH¿QDQFLDOneeds
RI¿QDQFLDOQHHGVPHW
5HVSRQVLYHQHVVRIPL[RISURGXFWV
RIFOLHQWVXVLQJPRUHSURGXFWV
ORDQRI¿FHUVDEOHWRSURPRWHDQGVHOO
DOOSURGXFWVDYDLODEOH




Marketing department
Perspective Objective ,QGLFDWRUV Stretch Targets
,QWHUQDO 7RVDWLVI\FRUH¿QDQFLDOQHHGVFXVWRPHUSHUVSHFWLYH
QHZSURGXFWVLQWURGXFHG
&OLHQWVDWLVIDFWLRQIURPLQWHJUDWHGRI
fering
RIGHOLYHU\PRGHOFRQFHSWVGHYHORSHG
DQGSUHWHVWHG
2


Human Resource department
Perspective Objective ,QGLFDWRUV Stretch Targets
,QWHUQDO 7RVDWLVI\FRUH¿QDQFLDOQHHGVFXVWRPHUSHUVSHFWLYH
ORDQRI¿FHUVWUDLQHGLQVDOHVDQG
FRXQVHOLQJ

Branch level
Perspective Objective ,QGLFDWRUV Stretch Targets
&XVWRPHU 7RVDWLVI\FRUH¿QDQFLDOQHHGVFXVWRPHUSHUVSHFWLYH
RIFOLHQWVXVLQJPRUHSURGXFWV
ORDQRI¿FHUVDEOHWRSURPRWHDQGVHOO
DOOSURGXFWVDYDLODEOH


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11.3 How to implement a change management plan
Project management
(DFKLQLWLDWLYHLVSDUWRI\RXUFKDQJHPDQDJHPHQWSODQDQGUHSUHVHQWVDSURMHFWZLWKDGH¿QHGWLPH
IUDPHWKXV\RXUFKDPSLRQZLOOKDYHDSRUWIROLRRISURMHFWVWRVXSHUYLVHDVSDUWRI\RXUVWUDWHJLF
PDQDJHPHQWV\VWHP(DFKLQLWLDWLYHVKRXOGEHOHGE\DSURMHFWPDQDJHUUHVSRQVLEOHIRUWKHFRPSOH
WLRQRIWKHSURMHFWZLWKLQLWVGH¿QHGVFRSHWLPHIUDPHDQGEXGJHWWRHQVXUHWKDWWKHGHVLUHGREMHF
WLYHVDUHUHDFKHG%R[OLVWVPDQDJHPHQWWLSVDQGSULQFLSOHV
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Box 11.3 Project management principles
 Choose the right people for the project teamYVZKRLVDYDLODEOH7KH\VKRXOGEULQJLQVLJKWDQG
LQIRUPDWLRQWRWKHHIIRUW
2. Have your team agree on the nature of the problem.2WKHUZLVH\RXFDQGHYHORSWKHULJKWVROXWLRQ
WRWKHZURQJSUREOHPRUZLQGXSZLWKSDUDO\]LQJELFNHULQJDERXWJRDOV
 Get commitment to the project from all stakeholdersWRDYRLGFRQÀLFWVRILQWHUHVWODWHURQ
 Remember and follow the mission statementWKURXJKRXWWKHFRXUVHRIWKHSURMHFW
 Plan the project by answering the following questions:ZKDWPXVWEHGRQH"E\ZKRP"IRUKRZ
PXFK"KRZ"DQGZKHQ"
 Brainstorm possible solutionsDQGFKRRVHWKHPRVWVXLWDEOHRQHEDVHGRQSDUDPHWHUVVHWDWWKHRXWVHW
HJFRVWWLPHJRDOVHWF
7. Develop a project strategyWKDWZLOOPHHWDOOSURMHFWREMHFWLYHV
 Check periodicallyWRPDNHVXUHWKHSURMHFWVWD\VZLWKLQLWVRULJLQDOVFRSH
 Determine milestones and benchmarks:WKHGHVLUHGRXWFRPHREVWDFOHVWRDFKLHYLQJLWDQGJXLGH
OLQHVWKDWZLOOOHW\RXNQRZ\RXKDYHDFKLHYHGWKHGHVLUHGUHVXOW
Work as a team:LIDOOPHPEHUVRIDWHDPRSHUDWHLQGLYLGXDOO\WKHHQGSURGXFWZLOOEHGLVMRLQWHG
 Negotiate for scarce resources. 
Have a deliverable at each major project milestoneVRWKDWSURJUHVVFDQEHPHDVXUHGPRUHHDVLO\
Qualify estimates,VSHFLI\LQJDQ\IDFWRUVWKDWPLJKWDIIHFWWKHLUYDOLGLW\
Don’t schedule any task with a duration longer than four to six weeks;VXEGLYLGHORQJHUWDVNVWR
monitor progress. 
Continually ask questions.7KHPRUH\RXDVNWKHPRUHSUREOHPV\RX¶OOVROYH
Avoid the temptation to perfect everything ±WKDW¶VZKDWWKHQH[WJHQHUDWLRQRIWKHSURGXFWRUVHU
YLFHLVIRU
Keep extra time in reserveLQFDVHRIXQH[SHFWHGSUREOHPVRUEDGHVWLPDWHV
Keep critical tasks on schedule±DVOLSXSKHUHFDQVWDOOWKHHQWLUHSURMHFW
 Be alert to roadblocks and be very pro-activeWRKHOSSURMHFWPHPEHUVFRPSOHWHWKHLUWDVNV
20. Consider co-locating team members on critical tasksVRWKDWWKH\DUHQ¶WFRQVWDQWO\EHLQJSXOOHGRII
WRGRRWKHUMREV
 Identify team members who will championYDULRXVSDUWVRIWKHSURMHFWPDQDJHPHQWSURFHVV
22. Don’t let project members wait XQWLOWKHODVWPRPHQWWREHJLQWDVNV
Remember the Triple Constraint:WRFRPSOHWHWKHSURMHFWDWFRVWRQWLPHDQGLQNHHSLQJZLWKWKH
VFRSHDQGFXVWRPHUH[SHFWDWLRQV
Do a post mortem review of projects±UHYLHZERWKJURXSG\QDPLFVDQGWDVNLPSOHPHQWDWLRQ
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Develop a Communication Plan to involve all stakeholders
7KHVWUDWHJ\PDSDQG%6&DUHPRVWXVHIXOZKHQGHYHORSHGLQDSDUWLFLSDWRU\ZD\LQYROYLQJDV
PDQ\VWDIIPHPEHUVDQGVWDNHKROGHUVDVSRVVLEOH+RZHYHUEHFDXVHLWFDQEHKDUGIRUHYHU\RQHWR
SDUWLFLSDWH\RXPXVWFRPPXQLFDWHHIIHFWLYHO\DERXWWKHVWUDWHJLFPDQDJHPHQWSURFHVV7KLVFDQ
EHGRQHLQGLIIHUHQWZD\VGHSHQGLQJRQ\RXUDXGLHQFHDQGWKHFRPPXQLFDWLRQWRROVWKDW\RXU0),
DOUHDG\XVHV7KHNH\WRJRRGFRPPXQLFDWLRQLVWRIXOO\XQGHUVWDQGDOOVWDNHKROGHUV¶LQWHUHVWVDQG
WKHLUUROHVLQWKHVWUDWHJLFPDQDJHPHQWSURFHVV
The Communication Plan
<RXUFRPPXQLFDWLRQSODQVKRXOGDGGUHVVWKHIROORZLQJLVVXHV
 %XLOGLQJDZDUHQHVVRI\RXUSURMHFWDWDOORUJDQL]DWLRQDOOHYHOV
 3URYLGLQJHGXFDWLRQRQNH\FRQFHSWVWRDOODXGLHQFHV
 *HWWLQJFRPPLWPHQWIURPNH\VWDNHKROGHUVLQWKHSURMHFW
 (QFRXUDJLQJSDUWLFLSDWLRQLQWKHSURFHVV
 *HQHUDWLQJHQWKXVLDVPIRUWKHVWUDWHJ\DQGWKH%6&
 (QVXULQJWKDWWHDPUHVXOWVDUHUDSLGO\DQGHI¿FLHQWO\GLVVHPLQDWHG
Table 11.2 Sample communication plan
Audience
(Who?)
Purposes
(Why? )
Frequency
(How often?)
Delivery vehicle 
(Where and How?)
Communicator
(Who?)
Senior 
OHDGHUVKLS
Gain commitment
5HPRYHREVWDFOHV
Report progress
3UHYHQWVXUSULVHV
%LZHHNO\ Direct contact Sponsor
%RDUG
members
Gain commitment
5HPRYHREVWDFOHV
Report progress
0RQWKO\ Direct contact Sponsor
Management
&RQYH\SXUSRVH
([SODLQFRQFHSWV
Report progress
Gain commitment
%LZHHNO\
(PDLO
Management meetings
Articles
,QWUDQHW
&KDPSLRQ7HDP
Members
All staff
&RQYH\SXUSRVH
,QWURGXFHFRQFHSWV
(OLPLQDWHPLVFRQFHSWLRQV
Report progress
0RQWKO\
(PDLO
1HZVOHWWHU
7RZQKDOOPHHWLQJ
,QWUDQHW
Team Members
Project Team
Track progress
Assign tasks
5HYLHZH[SHFWDWLRQV
:HHNO\
Team meeting
6WDWXVPHPRV
,QWUDQHW
&KDPSLRQ
Box 11.4 The Communication Plan at Genesis (Guatemala)
7KHH[SHULHQFHRI*HQHVLVLQ*XDWHPDODLOOXVWUDWHVZK\FRPPXQLFDWLRQWRROVDUHLPSRUWDQW*HQHVLVKDG
DFRPPXQLFDWLRQSUREOHPZLWKLQWKHLQVWLWXWLRQEHFDXVHWKHLPSOHPHQWDWLRQWHDPZDVGLVFRQQHFWHGIURP
WKHVWUDWHJ\GHFLVLRQPDNLQJSURFHVVDQGWKHGLIIHUHQWJURXSVZHUHQRWDZDUHRIHDFKRWKHU¶VJRDOVDQG
WDUJHWV(YHU\WKLQJZRUNHGLQGHSHQGHQWO\IURPHYHU\WKLQJHOVH
1RZZKHQ*HQHVLVXVHVWKH%6&WRROVLQLWVRQJRLQJPDQDJHPHQWLWGRHVVRYLDLQWUDQHW,QWKLVZD\WKH
PLVVLRQVWUDWHJ\REMHFWLYHVWDUJHWVDQGDFWLRQVDUHHDVLO\DFFHVVLEOHWRHYHU\RQHLQWKHRUJDQL]DWLRQ7KH
PDQDJHUVDFFHVVLQWUDQHWWRXSGDWHWKHDUHDVRIWKHLUUHVSRQVLELOLW\DQGWUDFNSURJUHVVDJDLQVWWKHLUREMHF
WLYHV
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Develop a Training Needs Assessment Plan to equip people with necessary skills
7RLQWURGXFHFKDQJH\RXQHHGWRFKDQJHSHRSOH¶VEHKDYLRUWRDFFRPSOLVKWKLVSHRSOHZLOOQHHG
WRDFTXLUHQHZNQRZOHGJHOHDUQQHZVNLOOVDQGFKDQJHWKHLUEHOLHIV'HYHORSDWUDLQLQJSODQWKDW
VSHFL¿HVZKLFKSHRSOHUHTXLUHZKDWNLQGRIWUDLQLQJDQGZKHQ,I\RXFDUHIXOO\H[SODLQDOOQHZRU
UHYLVHGSURFHVVHVWRWKHVWDIIZLWKDSDUWLFXODUIRFXVRQWKHLUUHTXLUHPHQWVDQGLPSOLFDWLRQV\RXFDQ
PRUHUHDGLO\LGHQWLI\WKHLUFRQFHUQVDQGZKLFKVNLOOVDUHODFNLQJ7KHUHDUHYDULRXVZD\VWRWUDLQ
VWDII&ODVVURRPWUDLQLQJRUZRUNVKRSVDUHQRWUHTXLUHGIRUHYHU\RFFDVLRQIRUVRPHURXWLQHDFWLYL
WLHV\RXFDQGHYHORSKDQGERRNVRUPDQXDOV%HORZLV=H]H]D=HQH¶VWUDLQLQJSODQZKLFKLVLQWH
JUDWHGZLWKWKHLUREMHFWLYHVLQGLFDWRUVDQGDFWLRQV
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$OVRZRUWKQRWLQJLQWKH*HQHVLVH[SHULHQFHDUHOHVVRQVOHDUQHGIURPFRPPXQLFDWLRQEHWZHHQKHDGTXDU
WHUVDQGWKHUHJLRQV%HIRUHLWZDVWLPHWREHJLQXVLQJWKHWRROVEXOOHWLQVDERXWWKHFRQFHSWDQGLWVLPSOL
FDWLRQVIRUWKH0),ZHUHVHQWDKHDGWRWKHUHJLRQV7KLVZDVYHU\KHOSIXOGXULQJWKHVXEVHTXHQWLQVWLWX
WLRQZLGHYLGHRFRQIHUHQFHEHFDXVHHYHU\RQHZDVSUHSDUHGDQGXQGHUVWRRGZKDWZDVEHLQJSUHVHQWHG,Q
FRQWUDVWWKH¿UVWFRPPXQLFDWLRQRIWKHLQLWLDWLYHWRWKH+4VXSSRUWVWDIIUHVXOWHGLQFRQIXVLRQDQGPLVXQ
GHUVWDQGLQJV+RZ\RXLQIRUPSHRSOHLVYHU\LPSRUWDQW
Table 11.3 Training Plan for Zene za Zene (Women for Women International, B&H)
Actions/Steps Indicators People  Responsible
Resources 
Needed Deadlines
7RLQWURGXFHVWDIIWRWKHWHUPDQG
goals of strategic planning and to 
WKHPHDVXUHPHQWV\VWHP
6WDIIWUDLQHGWRXQGHUVWDQG
WKHWHUP63
Sajda and 
'åHQLWD
,QWHUQDO
FDSDFLW\
(QGLQ
-XQH
7RLQWURGXFHVWDIIWRQHZIRUPV
IRUGDWDFROOHFWLRQDQGKRZWRXVH
WKHP
Staff trained to collect infor
mation
'åHQLWD
Aj!a and 
Dina
,QWHUQDO
FDSDFLW\
(QGLQ
-XQH
,QDFFRUGDQFHZLWKGH¿QHGJRDOV
RI63WRLQWURGXFHVWDIIWRWKH
PDUNHWLQJDFWLYLWLHVZKLFKZLOOEH
implemented
6WDIILQWURGXFHGWRPDUNHW
LQJDFWLYLWLHVDQGKRZWR
LPSOHPHQWWKHP
'åHQLWD
Aj!a and 
Dina
,QWHUQDO
FDSDFLW\
%\WKHHQG
RI
7RSURYLGHWUDLQLQJLQSURPRWLRQ 6WDIILQWURGXFHGWRSURPRWLRQDFWLYLWLHV Sajda
([WHUQDO
FRQVXOWDQW
VWTXDUWHU
of 2007
7RWUDLQVWDIILQWHFKQLTXHVRI
personal selling
,PSURYHGWHFKQLTXHVRI
personal selling Sajda
([WHUQDO
FRQVXOWDQW
QGTXDUWHU
of 2007
7UDLQVWDIILQPRWLYDWLRQDOV\VWHPV 6WDIIXQGHUVWDQGVV\VWHPVRIPRWLYDWLRQ
Sajda and 
'åHQLWD
,QWHUQDO
FDSDFLW\
%\WKHHQG
RI
7RWUDLQVWDIILQFRPPXQLFDWLRQ
skills
,PSURYHGFRPPXQLFDWLRQ
skills Sajda
([WHUQDO
FRQVXOWDQW
QGTXDUWHU
of 2007
7RWUDLQVWDIIWRLPSURYH
RSHUDWLRQDOHI¿FLHQF\
,PSURYHGHI¿FLHQF\
6DMGD
6DGåLGDDQG
'åHQLWD
,QWHUQDO
FDSDFLW\
DQGH[WHUQDO
FRQVXOWDQW
VWTXDUWHU
of 2007
To train staff in planning and 
managing portfolio
QGTXDUWHU
of 2007
7RLQWURGXFHVWDIIWRWKHWHUP
³RUJDQL]DWLRQDOFXOWXUH´
6WDIIXQGHUVWDQGVWKHWHUP
³RUJDQL]DWLRQDOFXOWXUH´ Sajda
,QWHUQDO
FDSDFLW\
QGTXDUWHU
of 2007
70
Chapter 12. Strategy as an on-going process 
7KLVFKDSWHUGLVFXVVHV
 0RQLWRULQJHYDOXDWLRQDQGOHDUQLQJ
• Principles for effective strategic management
12.1 Using the Balanced Scorecard toolkit for monitoring and revising the Strategy 
Strategy as an on-going process
3ODQQLQJDQGLPSOHPHQWLQJ\RXUVWUDWHJ\LVMXVWWKHEHJLQQLQJ6WUDWHJ\PDQDJHPHQWLVDQRQJRLQJ
SURFHVVWKDWLVHYHUSUHVHQWLQ\RXUGDLO\ZRUN6WUDWHJLFTXHVWLRQVDULVHDVSDUWRI\RXUHYHU\GD\MRE
DQGQHHGWREHPDQDJHGUHJXODUO\5HVSRQVLYHWRLQWHUQDODQGH[WHUQDOFKDQJHVVWUDWHJLFPDQDJH
PHQWLVG\QDPLFHYROYLQJDQGLQWHUDFWLYH,WLVQHYHUVWDWLF,QWKLVZD\VWUDWHJ\LVDQHYHUHQGLQJ
SURFHVVE\ZKLFK\RXGHDOZLWKFKDQJHZKLOHFRQWLQXLQJWRZDUGV\RXUPDLQREMHFWLYHV
Institutionalize monitoring, evaluation and learning
2EYLRXVO\VWUDWHJLFSURJUHVVVKRXOGEHUHSRUWHGWR\RXURUJDQL]DWLRQ¶VH[HFXWLYHVDVZHOODVWR
UHOHYDQWVWDIIPHPEHUVZKRZLOOQDWXUDOO\UHYLHZDQDO\]HGLVFXVVDQGDFWXSRQLWIRULPSURYHG
SHUIRUPDQFH+RZHYHUWKHSURFHVVRIV\VWHPDWL]LQJORQJHUWHUPVWUDWHJLFDQGVKRUWHUWHUPDQQX
DORSHUDWLRQDOSODQQLQJDQGFRQWUROSURFHVVHVVKRXOGLQFOXGHWKHLQWHJUDWLRQRIWKH%6&WRROV7KLV
ZD\\RXFDQUHJXODUO\PRQLWRUHYDOXDWHDQGOHDUQIURPWKHVHSURFHVVHV,WLVWKHWDVNRIWRSPDQDJH
PHQWWRPDNHVXUHWKH\IXQFWLRQZHOOHQRXJKWRDFKLHYHWKHJRDOV\RXKDYHVHW
Figure 12.1 Strategic management process
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Learning and Action Workshops will help you to stay in touch
7RVWD\DEUHDVWRIFKDQJLQJVLWXDWLRQVLWLVFUXFLDOWKDW\RXFKHFNWKHVWDWXVRIYDULRXVSURMHFWV
5HJXODUO\VFKHGXOHGDFWLRQDQGOHDUQLQJZRUNVKRSVFDQKHOSWRPRQLWRUERWKWKHLQWHUQDODQGH[WHU
QDOHQYLURQPHQWRI\RXULQVWLWXWLRQ7KHVHUHJXODUO\VFKHGXOHGPHHWLQJVVKRXOGJURXSNH\VWUDWHJLF
PDQDJHPHQWSOD\HUVZLWKSURMHFWRULQLWLDWLYHOHDGHUV7KRVHZLWKVSHFLDONQRZOHGJHDERXWWKH
FKDQJLQJHQYLURQPHQWFDQEHLQYLWHGWRXSGDWHHYHU\RQHDERXWWKHVLWXDWLRQ7KHVHZRUNVKRSV
WRJHWKHUZLWKWKHLUVSHFL¿FREMHFWLYHVVWUXFWXUHVDQGWLPHIUDPHVVKRXOGDOVREHSODQQHGDQGDQ
QRXQFHGZHOOLQDGYDQFHLQRUGHUWRJLYHWKHSDUWLFLSDQWVWLPHWRSUHSDUH,QDGGLWLRQHPHUJHQF\
PHHWLQJVVKRXOGEHFDOOHGLQUHVSRQVHWRVXGGHQSUREOHPV
Questions to raise during the Learning and Action Workshops
 +DV\RXUVWUDWHJ\EHHQZRUNLQJDVPHDVXUHGE\SURJUHVVWRZDUGVVHWWDUJHWVDQGWLPHO\UHDOL]D
WLRQRILQLWLDWLYHV"
 :KHUHKDVLWEHHQZRUNLQJDQGZKHUHQRW"
 :K\KDVLWQRWEHHQZRUNLQJ",VWKHVWUDWHJ\ZURQJRURXWGDWHG"+DVLWEHHQLQDGHTXDWHO\LPSOH
PHQWHG"
 :KDWVKRXOGEHGRQHWRGHDOZLWKDQ\SUREOHPV"
St
ra
te
gy
 a
s 
an
 o
n-
go
in
g 
pr
oc
es
s 
Chapter 12
Table 12.1 Matrix of the implementation process
PA1 Action plan ,QVWLWXWLRQDOL]HWKHVWUDWHJLFPDQDJHPHQWSURFHVV
Action plan objectives ,PSOHPHQWWKHWRROVDWWKHRUJDQL]DWLRQDODQGUHJLRQDOOHYHOV /LQNPDQDJHPHQWFRQWUDFWVZLWKWKHVWUDWHJ\SODQ
1 $FWLYLWLHV Pto 6
2FW 1RY Dec Jan Feb Mar Apr 0D\ -XQ -XO $XJ Dec Person in 
FKDUJH, ,, , ,, , ,, , ,, , ,, , ,, , ,, , ,, , ,, , ,, , ,, , ,,

)LQDOL]HWKHÀRZFKDUWRIWKHVWUD
tegic management process to be 
V\VWHPDWL]HGWKLVDFWLRQSODQ
 
[                        
*ORULD'LD]
ZLWKKHOSIURP
&23(0(
2
5HYLHZDQGV\VWHPDWL]HWKH
FXUUHQWVWUDWHJLFPDQDJHPHQW
process  
 
 [ [ [ [ [                   -RUJH1XxH]**

'HYHORSWKHVWUDWHJ\PDSDQG
WKHPHDVXUHPHQWV\VWHPDWWKH
RUJDQL]DWLRQDOOHYHO
 
[ [ [ [ [                    **&23(0(
 'HVFULEHDQGSULRULWL]HWKHDFWLRQSODQVVWUDWHJLFLQLWLDWLYHV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 ([WHQGWKHVWUDWHJ\PDSDQG%6&PHDVXUHPHQWVWRUHJLRQV
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
2UJDQL]HDQ$FWLRQDQG/HDUQ
LQJ:RUNVKRSRI%6&LQWKH
UHJLRQVDQG+4
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     [ [ [                  GG 
 (ODERUDWHPDQDJHPHQWFRQWUDFWVfor all staff
     [ [ [                  GG
 'HYHORSDQDQQXDOSODQRIHYDOXDWLRQDQGIROORZXS
 
      [ [                 
-RUJH1XxH]
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IROORZXS
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$QVZHULQJWKHVHVLPSOHTXHVWLRQVVHUYHVDVDUHJXODUHYDOXDWLRQDQGUHYLVLRQH[HUFLVHZKLFKKHOSV
WRLPSURYHWKHH[HFXWLRQRI\RXUVWUDWHJ\
12.2 How to use the Balanced Scorecard for effective strategic management
Become a strategy-focused organization
)RU\RXURUJDQL]DWLRQWREHQH¿WIURPHIIHFWLYHVWUDWHJLFPDQDJHPHQWDVWUDWHJ\RULHQWHGFXOWXUHKDV
WRGRPLQDWH7KHUHDUH¿YHSULQFLSOHVDQ\VWUDWHJ\IRFXVHGRUJDQL]DWLRQVKRXOGDGKHUHWR
 Mobilize change through executive leadership:$OWKRXJKWKH%6&VKRXOGEHXVHGE\H[HFX
WLYHVDQGPDQDJHUVDVDQLQWHUDFWLYHV\VWHPWRVWLPXODWHGLDORJXHDQGGHEDWHPRUHLPSRUWDQWIRU
RQJRLQJLPSURYHPHQWLVWKHVWLPXODWLRQRIOHDUQLQJDQGOHDGHUVKLSDWDOOOHYHOVRIWKHRUJDQL]D
tion. 
2. Translate the strategy to operational terms:2SHUDWLRQDOL]HWKHGHVLUHWRXVHH[LVWLQJUHVRXUFHV
LQSXUVXLWRIWKHPLVVLRQ7RGRWKLV\RXKDYHWRXVHWKH%6&WRFKDQJH\RXUORQJWHUPJRDOVLQWR
VKRUWHUWHUPREMHFWLYHVLQGLFDWRUVDQGWDUJHWV
 Align the organization to the strategy: %HFDXVHRUJDQL]DWLRQVDUHPDGHXSRIPDQ\GLIIHUHQW
HOHPHQWVWKH%6&FDQKHOSFUHDWHV\QHUJLHVRQWKHZD\WREHFRPLQJVWUDWHJ\EDVHG
 Motivate to make strategy everyone’s job:7KH%6&LVDQHIIHFWLYHWRROIRUFRPPXQLFDWLQJWKH
OLQNEHWZHHQVWDIIFRQWULEXWLRQDQGRYHUDOORUJDQL]DWLRQDOSURJUHVV<RXVKRXOGGHYHORSDUHZDUG
V\VWHPIRUVWUDWHJLFUHVXOWVWKDWLQFOXGHVWHDPERQXVHVLQGLYLGXDOLQFHQWLYHV\VWHPVRUKXPDQ
UHVRXUFHVHYDOXDWLRQV
 Govern to make the strategy a continual process: ,WZLOOPDNHVHQVHWRHVWDEOLVKDStrategic 
Management Team (SMT)WREHUHVSRQVLEOHIRUWKHRYHUDOOH[HFXWLRQRI\RXUVWUDWHJ\7KH
607ZRUNVDVDQXPEUHOODIRUGLIIHUHQWNH\IXQFWLRQVVXFKDVVWUDWHJ\IRUPDWLRQSODQQLQJ
%6&FRRUGLQDWLRQFKDQJHPDQDJHPHQWDQGVWUDWHJLFFRPPXQLFDWLRQDQGDOLJQPHQWHWF
Box 12.1 Learning from Cause-Effect Analysis at Store 24
 
6WRUHLVDFKDLQRIUHWDLOVKRSV,QRUGHUWRHQKDQFHFXVWRPHUUHODWLRQVDQGLQFUHDVHSUR¿WVLWLQWURGXFHG
DQLQQRYDWLYHVWUDWHJ\NQRZQDV³%DQ%RUHGRP´7KHLGHDZDVWRJHWDOHJXSRQWKHFRPSHWLWLRQLQWZR
ZD\VE\SURYLGLQJFXVWRPHUVZLWKDQHQMR\DEOHVKRSSLQJH[SHULHQFHDQGHQWHUWDLQLQJWKHPZLWKLQWHUHVW
LQJSURPRWLRQV,WZDVKRSHGWKDWSURYLGLQJIXQIRUFXVWRPHUVZRXOGFUHDWHDQGVXVWDLQORQJWHUPUHODWLRQ
VKLSV+RZHYHUWKLQJVGLGQRWJRTXLWHDVSODQQHG$IWHUPRQWKVRIWKHQHZVWUDWHJ\DQDO\VLVRIDFWXDO
UHVXOWVUHYHDOHGSUREOHPVDQGWKHFDXVHHIIHFWUHODWLRQVKLSVGHSLFWHGLQWKHVWUDWHJ\PDSHQDEOHGFRPSDQ\
DQDO\VWVWRGHFLSKHUWKHP&XVWRPHUVXUYH\VVKRZHGWKDWZKLOHWKHHQWHUWDLQPHQWVWUDWHJ\KDGZRUNHG
ZHOODQGPHWWDUJHWVLQDIHZYHU\ZHOOPDQDJHGVWRUHVLQPRVWFXVWRPHUVZHUHVLPSO\LQWHUHVWHGLQ
UHFHLYLQJIDVWDQGHI¿FLHQWVHUYLFH$VDUHVXOW6WRUHVKLIWHGLWVVWUDWHJ\WRVWUHVVRSHUDWLRQDOH[FHOOHQFH
DQGPD[LPL]HWKHFRPSHWLWLYHDGYDQWDJHRILWVDOUHDG\IDVWDQGHI¿FLHQWQHWZRUN7KLVFDVHVWXG\LOOXV
WUDWHVWKDWLQWXLWLYHVWUDWHJLHVGRQRWDOZD\VZRUNLQSUDFWLFHKLJKOLJKWLQJWKHQHHGIRURQJRLQJPRQLWRULQJ
DQGHYDOXDWLRQVRDVWRDGDSWVWUDWHJLHVWRFXVWRPHUV¶HYHUFKDQJLQJQHHGV
6RXUFH'U'HQQLV&DPSEHOO+DUYDUG%XVLQHVV6FKRROSUHVHQWHGDW%6&RO&RQIHUHQFH&DPEULGJH0$
0D\
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Conclusion
7RHQGRXUMRXUQH\ZLWKWKLVKDQGERRNZHRIIHUZKDWZHKDYHH[SHULHQFHGDVWKHNH\VWRDVXFFHVV
IXOLQWHJUDWLRQRIWKH%6&DSSURDFK)LUVWDQGIRUHPRVWLVVXSSRUWIURPWRSPDQDJHPHQWERWKWR
LQLWLDWHWKHSURFHVVDQGWRVXSSRUWLWDORQJWKHZD\6HFRQGWKHTXDOLW\RI\RXUVWUDWHJLFLPSOHPHQ
WDWLRQWHDPZLOOLQÀXHQFHUHVXOWV7KHIDFLOLWDWRUQHHGVWREHJRRGDWWUDQVIHUULQJKLVRUKHUNQRZO
HGJHDQGVNLOOVWKHFKDPSLRQQHHGVWREHDEOHWRNHHSWKHSURFHVVPRYLQJDQGVXVWDLQWKHWHDP¶V
FRPPLWPHQWWRLW7HDPPHPEHUVQHHGFOHDUDQGGLVWLQFWUROHVZLWKDSSURSULDWHGHFLVLRQPDNLQJ
DXWKRULW\LQRUGHUWRPDLQWDLQIRUZDUGPRPHQWXP)LQDOO\SD\DWWHQWLRQWRWKHREYLRXV&RPPX
QLFDWHUHJXODUO\ZLWKHDFKRWKHUDQG\RXUH[HFXWLYHVDERXW\RXUSURJUHVV%XLOGDFRPPRQXQGHU
VWDQGLQJWKURXJKRXWWKHRUJDQL]DWLRQRIWKHSURMHFW¶VEHQH¿WV0HHWUHJXODUO\+ROG\RXUZRUNVKRSV
DZD\IURPWKHRI¿FH
1RZLWLVXSWR\RXWRLQLWLDWH\RXURZQWULSLQ\RXULQVWLWXWLRQ0D\EH\RXDOUHDG\KDYH<RXDQG
\RXUWHDPZLOOEHSXWWLQJWKLVNQRZKRZLQWRSUDFWLFH±PDNLQJUHDOFKRLFHVWDNLQJUHDODFWLRQV
DQGGHOHJDWLQJUHDOWDVNV,WLVQRZLQ\RXUKDQGVWRPDNHHYHU\VWDIIPHPEHUDQGHYHU\DFWLYLW\DQ
DGGLWLRQDOEULFNLQ\RXULQVWLWXWLRQ¶VVWURQJSHUIRUPDQFH7KDWSHUIRUPDQFHLVEXLOWXSRQWKHVWURQJ
IRXQGDWLRQRI\RXUPLVVLRQHPHUJLQJDVDIXQFWLRQDOZHOOGHVLJQHGEXLOGLQJWKDWLVHYHQO\GLVWULE
XWHGRQWZRSLOODUVRQH¿QDQFLDODQGRQHVRFLDO
:HDUHKDSS\WKDW\RXU0),ZLOOEHFRPHDPHPEHURIWKHDOUHDG\ODUJHDQGJURZLQJQXPEHURI
%6&LPSOHPHQWHUV7KH%6&LVDOUHDG\XVHGYHU\HIIHFWLYHO\LQELJFRUSRUDWLRQVVPDOO¿UPVJRY
HUQPHQWDQGQRQSUR¿WLQVWLWXWLRQV1RZHTXLSSHGZLWKWKLVSUDFWLFDOJXLGHZKLFKKDVDGDSWHGWKH
%6&IRUPLFUR¿QDQFH\RXFDQPDNH\RXURUJDQL]DWLRQDSDUWRIWKLVVXFFHVVIXOJURXS,PSURYH
\RXUVWUDWHJLFPDQDJHPHQWV\VWHPVOHW\RXUPLVVLRQGULYH\RXDQGEDODQFH\RXUVWUDWHJ\DQGRSHU
DWLRQV<RXUVRFLDOYDOXHVZLOOEHKLJKOLJKWHGLQHYHU\WKLQJ\RXGR7UDGLWLRQDODQGQHZFRPSHWLWRUV
ZLOOVWD\RQHVWHSEHKLQG\RXUKLJKO\FRPSHWLWLYH0),<RXZLOOEHQH¿WIURPWKHOR\DOW\RI\RXU
JURZLQJFOLHQWVDQG\RXUSDUWQHUVZLOODFFRPSDQ\\RXLQWKHORQJWHUPEHOLHYLQJLQDQGVKDULQJ
\RXUFRPSHOOLQJYLVLRQ
7DNHWKHVHSUDFWLFDOVWHSVWRPDNH\RXUPLVVLRQDUHDOLW\DQGLQIXVHPLFUR¿QDQFHPDQDJHPHQWZLWK
QHZPHDQLQJDQGTXDOLW\±TXDOLW\FKDUDFWHUL]HGE\EXVLQHVVFRQGXFWWKDWJRHVEH\RQGSUR¿WPD[L
PL]DWLRQWKDWGHOLYHUVHQKDQFHGYDOXHIRUFOLHQWVE\VROYLQJWKHLUVRFLDOSUREOHPVDQGFKDOOHQJHV
WKDWVHHNVEXVLQHVVVROXWLRQVZLWKDVRFLDOIDFH
<RXZLOOEHWKHOHDGHURIWKHQHZHUDRISURIHVVLRQDOPDQDJHPHQWWKDWHIIHFWLYHO\OLQNVFOLHQWVXF
FHVVZLWKLQVWLWXWLRQDOSHUIRUPDQFHDQGGHPRQVWUDWHVWKDWGRLQJJRRGLVQRWRQO\JRRGIRUEXVLQHVV
EXWEHFRPHVWKHEHVWSUDFWLFHIRUSURIHVVLRQDOPDQDJHPHQW%\SXWWLQJ\RXUPLVVLRQLQWRDFWLRQ
\RXFDQEHFRPHDUHDOVRFLDOHQWUHSUHQHXU
Conclusion
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Annex 1. Glossary
Balanced Scorecard:DWRROGHYHORSHGE\5REHUW.DSODQDQG'DYLG1RUWRQWRDVVLVWEXVLQHVVHVLQ
GHYHORSLQJLPSOHPHQWLQJDQGPRQLWRULQJWKHLUVWUDWHJLHV7KH%6&WRROFRQVLVWVRIWKUHHHOHPHQWV
 $VWUDWHJ\PDSWKDWGHSLFWVWKHRUJDQL]DWLRQDOVWUDWHJ\DQGKHOSVWRPDNHVXUHLWLVLQWHJUDWHGDQG
EDODQFHG
 $VFRUHFDUGPHDVXUHPHQWV\VWHPVWKDWHQDEOHVEXVLQHVVHVWRWUDQVODWHEURDGHUVWUDWHJLFJRDOV
VWDWHPHQWVLQWRPHDVXUDEOHDQGWLPHERXQGREMHFWLYHVOLQNHGWRWKHV\VWHPRIPRQLWRULQJUHVXOWV
WRZDUGVWKHLUDFKLHYHPHQW
 $FKDQJHPDQDJHPHQWSODQ±DFWLRQSODQRIVWUDWHJLFLQLWLDWHVWLJKWO\OLQNHGWRWKH%6&REMHF
WLYHVDQGWKHVWUDWHJ\LQIRUPLQJGD\WRGD\RSHUDWLRQV
Business plan:DVXPPDU\RIKRZDQLQVWLWXWLRQLQWHQGVWRRUJDQL]HLWVRSHUDWLRQVDQGLPSOHPHQW
DFWLYLWLHVQHFHVVDU\DQGVXI¿FLHQWIRUWKHRUJDQL]DWLRQWRVXFFHHG,WLVDZULWWHQH[SODQDWLRQRIWKH
FRPSDQ\¶VEXVLQHVVPRGHO$EXVLQHVVSODQFDQLQFOXGHVWUDWHJLFHOHPHQWVZKHUHWKHLQVWLWXWLRQLV
KHDGLQJSOXVDGHVFULSWLRQRIKRZWRPDLQWDLQWKHEXVLQHVVDGPLQLVWUDWLRQHWF
Competitive advantage:DQDGYDQWDJHWKDWRQH¿UPKDVUHODWLYHWRFRPSHWLQJ¿UPV+RZRQH¿UP
GLIIHUHQWLDWHVLWVHOIIURPRWKHUVDQGGHOLYHUVSURGXFWVDQGVHUYLFHVWRWKHWDUJHWPDUNHWEHWWHUWKDQ
WKHFRPSHWLWLRQ7REHUHDOO\HIIHFWLYHWKHDGYDQWDJHPXVWEHGLI¿FXOWWRFRS\XQLTXHVXVWDLQDEOH
VXSHULRUWRWKHFRPSHWLWLRQDQGDSSOLFDEOHWRPXOWLSOHVLWXDWLRQV
Customer value proposition:DFOHDUDQGVSHFL¿FVWDWHPHQWDERXWWKHWDQJLEOHEHQH¿WVDFRQVXPHU
UHFHLYHVE\XVLQJDSURGXFWRUVHUYLFH,WVKRXOGUHVSRQGWRFXVWRPHUV¶QHHGVDVZHOODVH[SHFWD
WLRQV,WLVWKHYDOXHSURGXFWVDQGVHUYLFHVWKDWVKRXOGEHGHOLYHUHGWRFOLHQWVWRPHHWWKHLUQHHGV
DQGH[SHFWDWLRQV8QGHUVWDQGLQJQHHGVLVDSUHUHTXLVLWHIRUUHDOL]LQJVRFLDOPLVVLRQZKLOHNQRZO
HGJHRIH[SHFWDWLRQVIDFLOLWDWHVVHOOLQJWKHSURGXFWWRODUJHQXPEHUVRIWDUJHWFOLHQWV
Goal:GH¿QHVLQPRUHJHQHUDOWHUPVZKDWWKHLQVWLWXWLRQLVWU\LQJWRDFKLHYHRYHUDOODQGZLWKLQHDFK
LQVWLWXWLRQDOSHUVSHFWLYH
Management:FRQVLVWVRIGH¿QLQJSXUSRVHVHWWLQJDLPVSODQQLQJRUJDQL]LQJDQGGHVLJQLQJLQIUD
VWUXFWXUHEXGJHWLQJDOORFDWLQJUHVRXUFHVVWDI¿QJFRDFKLQJPRWLYDWLQJPRQLWRULQJSHUIRUPDQFH
LQIRUPLQJFRQWUROOLQJDQGQHJRWLDWLQJ
Objectives:GH¿QHLQPRUHVSHFL¿FWHUPVZKDWWKHLQVWLWXWLRQLVWU\LQJWRDFKLHYHZLWKLQHDFKLQVWL
WXWLRQDOSHUVSHFWLYH6WUDWHJLFREMHFWLYHVVWDWHZKDW\RXZDQWWRDFKLHYHDQGIRFXVRQUHVXOWVZKLOH
RSHUDWLRQDOREMHFWLYHVVWDWHKRZWRPRYHIRUZDUGWRDFKLHYHWKHSODQQHGUHVXOWVDQGIRFXVRQDFWLRQ
2EMHFWLYHVVKRXOGEH60$576SHFL¿F0HDVXUDEOH$FKLHYDEOH5HOHYDQWDQG7LPHERXQG
Performance drivers:DFWLYLWLHVWKDWVKDSHIXWXUHUHVXOWV
Social Performance:WKHHIIHFWLYHWUDQVODWLRQRIDQLQVWLWXWLRQ¶VPLVVLRQLQWRSUDFWLFHLWVDFWLRQV
FRUUHFWLYHPHDVXUHVDQGUHVXOWVRXWFRPHV
Social Performance Management (SPM):DSUDFWLFDODSSURDFKWREXVLQHVVWKDWJXLGHV0),VLQ
WUDQVODWLQJWKHLU³ORIW\PLVVLRQV´LQWRVSHFL¿FPHDVXUDEOHUHDOLVWLFDQGWLPHVSHFL¿FVRFLDOSHU
IRUPDQFHREMHFWLYHV7KHVHREMHFWLYHVSURYLGHWKH0),ZLWKWDQJLEOHEHQFKPDUNVDJDLQVWZKLFK
SURJUHVVFDQEHPHDVXUHGDQGSHUIRUPDQFHLPSURYHG
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Stakeholder:DQLQGLYLGXDORUJURXSZLWKDQLQWHUHVWLQWKHVXFFHVVRIDQRUJDQL]DWLRQLQGHOLYHULQJ
LQWHQGHGUHVXOWVDQGPDLQWDLQLQJWKHYLDELOLW\RIWKHRUJDQL]DWLRQ¶VSURGXFWVDQGVHUYLFHV6WDNH
KROGHUVLQÀXHQFHSURJUDPVSURGXFWVDQGVHUYLFHV
Strategies:EURDGRUJDQL]DWLRQDOSULRULWLHVLGHQWL¿HGLQDSURFHVVRIGHFLVLRQPDNLQJDQGDFWLRQV
WKDWOHDGWR
 IRUPXODWLRQRIORQJWHUPJRDOVDQGSODQV
 FKRLFHRIUHVRXUFHVDQGDVVHWVWRWKHLUUHDOL]DWLRQ
 FKRLFHRIIXWXUHGLUHFWLRQV
Strategic management:DFRPSOH[DQGRQJRLQJSURFHVVRIRUJDQL]DWLRQDOOHDUQLQJDQGFKDQJHWKDW
OLQNVWKHIROORZLQJHOHPHQWVVWUDWHJ\GHYHORSPHQWLPSOHPHQWDWLRQDQGPRQLWRULQJDQGOHDGVWR
PHHWLQJWKHH[SHFWDWLRQVRIWKHVWDNHKROGHUV,WLVDERXWVSHFLI\LQJDQRUJDQL]DWLRQ¶VREMHFWLYHVGH
YHORSLQJSROLFLHVDQGSODQVWRDFKLHYHWKHVHREMHFWLYHVDQGDOORFDWLQJUHVRXUFHVVRDVWRLPSOHPHQW
WKHSODQV7KHSURFHVVLQYROYHVGHYHORSLQJDSSURSULDWHSURGXFWVIRUVHOHFWHGPDUNHWVDQGPDWFKLQJ
WKHFRPSDQLHV¶VWUDWHJLFDGYDQWDJHVWRWKHEXVLQHVVHQYLURQPHQWWKHRUJDQL]DWLRQIDFHV,WLVWKH
KLJKHVWOHYHORIPDQDJHULDODFWLYLW\XVXDOO\SHUIRUPHGE\WKHFRPSDQ\¶V%RDUGRI'LUHFWRUVFKLHI
H[HFXWLYHRI¿FHUDQGH[HFXWLYHWHDP
Strategic planning:LVDSURFHVVRIGHYHORSLQJORQJWHUPSODQVEDVHGRQWKHRUJDQL]DWLRQVRYHUDOO
EXVLQHVVREMHFWLYHV'H¿QLQJREMHFWLYHVOLQNHGWR\RXUPLVVLRQDQGDUWLFXODWLQJVWUDWHJLHVWRUHDFK
WKHP
Strategic statement:VWDWHPHQWVRIZKDW\RXPXVWGRZHOOWRDFKLHYHWKHPLVVLRQDQGLPSOHPHQW
WKHVWUDWHJ\
SWOT:DVWUDWHJLFSODQQLQJWRROXVHGWRHYDOXDWHWKH6WUHQJWKV:HDNQHVVHV2SSRUWXQLWLHVDQG
7KUHDWVLQYROYHGLQDSURMHFWRULQDEXVLQHVVYHQWXUH6WUHQJWKVDQGZHDNQHVVHVDUHLQWHUQDOWRDQ
RUJDQL]DWLRQ2SSRUWXQLWLHVDQGWKUHDWVRULJLQDWHIURPRXWVLGHWKHRUJDQL]DWLRQ$6:27DQDO\VLV
XVXDOO\SHUIRUPHGHDUO\LQWKHGHYHORSPHQWSURFHVVKHOSVRUJDQL]DWLRQVHYDOXDWHWKHLQWHUQDODQG
H[WHUQDOIDFWRUVLQYROYHGLQDSURMHFW
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Annex 2. Implementing the Strategic Management Toolkit: 
Case Study of Genesis Empresarial
E\5DJQKLOG/LOMHURVDQG$GHODGH5L]]R
1. Institutional background 
*HQHVLV(PSUHVDULDOLVDQRQSUR¿W3ULYDWH'HYHORSPHQW2UJDQL]DWLRQ3'2DFWLYHLQ*XDWHPDOD
*HQHVLV(PSUHVDULDOZDVIRXQGHGLQE\)XQGDFLRQ7HFQRORJLFD)817(&DQGEHJDQOHQGLQJ
WRUXUDOFRPPXQLWLHVWRVXSSO\DUHDVZLWKHOHFWULFLW\DQGVXSSRUWSRWDEOHZDWHUSURMHFWV,Q
*HQHVLVEHFDPHDQLQGHSHQGHQWIRXQGDWLRQDQGH[SDQGHGLWVVHUYLFHV*HQHVLVSURPRWHVGHYHORS
PHQWWKURXJK¿QDQFLDOVHUYLFHVWUDLQLQJVDQGDGYLVRU\VHUYLFHV,WVWDUJHWJURXSVDUHPLFURHQWHU
SULVHVVPDOOEXVLQHVVHVDQGSHRSOHLQUXUDODQGXUEDQDUHDV*HQHVLVKDVDFWLYHFOLHQWVDQG
DQDFWLYHSRUWIROLRRI6HYHQW\WKUHHSHUFHQWRIWKHFOLHQWVDUHZRPHQDQGWKHFOLHQWV
DUHW\SLFDOO\PDUNHWYHQGRUVDUWLVDQVVHDPVWUHVVHVFDUSHQWHUVVKRHPDNHUVRUEDNHUV*HQHVLVKDV
LQLWLDWHGDSURFHVVRIWUDQVLWLRQWXUQLQJIURPDQ1*2LQWRDUHJXODWHGLQVWLWXWLRQ
2. The rationale for implementing the BSC in Genesis 
*HQHVLVKDGDZHOOGH¿QHGORQJWHUPIRFXVEXWIRXQGLWGLI¿FXOWWREDODQFHWKHXUJHQWZLWKWKH
LPSRUWDQW$OWKRXJKWKH*HQHVLVLPSOHPHQWDWLRQWHDPKDGDQXQGHUVWDQGLQJRIWKHVRFLDOPLVVLRQ
DQGKRZWKH\GLIIHUHQWLDWHGWKHPVHOYHVIURPRWKHUEDQNVDWWKHVDPHWLPHWKH\KDGDODFNRIFODULW\
DERXWH[DFWO\ZKDWFKDQJHVWKH\KRSHGWRDIIHFWLQWKHLUFOLHQWV¶OLYHV$GHOLEHUDWHVWUDWHJ\ZDVGH
FLGHGE\WKHERDUG±EXWWKHUHZDVDODFNRILQWHUQDOL]DWLRQDQGXQGHUVWDQGLQJRIWKHVWUDWHJ\E\WKH
VWDII*HQHVLVZDVQRWPHDVXULQJVRFLDOSHUIRUPDQFH7KHUHZDVQRDGHTXDWHOHDUQLQJV\VWHPQRU
DQ\V\VWHPIRUFROOHFWLQJVWRULQJDQGRUGLVVHPLQDWLQJOHDUQLQJDQGNQRZOHGJH
  
3DUWLFLSDWLQJLQWKH6WUDWHJLF0DQDJHPHQW7RRONLWSLORWWHVW*HQHVLVGHFLGHGWRWDNHWKHIROORZLQJ
VWHSV
 7RVWUHQJWKHQWKHPDQDJHPHQWSURFHVVZLWKDYLHZWREHFRPLQJDUHJXODWHGLQVWLWXWLRQ
 7RPDQDJHVWUDWHJLFLQIRUPDWLRQHIIHFWLYHO\
 7RZRUNWRJHWKHUOLNHDWHDPDOOJRLQJLQWKHVDPHVWUDWHJLFGLUHFWLRQ
 7RIRFXVRQWKHLPSRUWDQWWKLQJVDQGQRWMXVWWKHXUJHQWRQHV
 7RFODULI\WKHVWUDWHJ\DQGDFWLRQVDQGEHDEOHWRPHDVXUHWKHPLQDSURDFWLYHZD\
3. Planning processes in place before the pilot test
%HIRUHWKH6WUDWHJLF0DQDJHPHQWWRROVZHUHLPSOHPHQWHG*HQHVLVXVHGDWUDGLWLRQDOSODQQLQJ
F\FOHHDFK\HDULQZKLFKDOOWKHGHFLVLRQVZHUHPDGHE\WKHPDQDJHPHQWWHDP(DFKDUHDZDVLQ
GHSHQGHQWIURPWKHRWKHUZLWKRXWLQWHJUDWLRQDQGZLWKRXWHVWDEOLVKLQJ60$57REMHFWLYHVIRUHDFK
EURDGHUJRDO7KHUHIRUHQRFDXVHDQGHIIHFWLQGLFDWRUVZHUHLQSODFHWRPHDVXUHWKHSURJUHVVWR
ZDUGVWKHLUUHDOL]DWLRQRIWKHJRDOV
7KH'LUHFWRURI3ODQQLQJDQG'HYHORSPHQWLPSOHPHQWHGDWHPSODWHIRUGLDJQRVLVDQGWKHSODQQLQJ
ZDVWUDQVIHUUHGWRDOODUHDVGHSDUWPHQWVDQGEUDQFKHV(YHU\HPSOR\HHPDGHDSHUVRQDODFWLRQSODQ
WRPHHWWKHLUQHHGVFDSDFLWLHVDQGODERUDQGWKLVZDVLQWHJUDWHGLQWRWKH$QQXDO,QVWLWXWLRQDO3ODQ
7KLVZDVDWLPHFRQVXPLQJSURFHVV,QHVVHQFHLWPHDQWWKDWHDFKDUHDKDGLWVWKHLURZQSODQZLWK
RXWNQRZLQJWKHSODQVRIWKHRWKHUV
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4. Outputs 
The Genesis mission and target clients of Genesis
)RUWKH¿UVWVWHS*HQHVLVFODUL¿HGLWVPLVVLRQDQGYLVLRQ
,WZDVSDUWLFXODUO\FKDOOHQJLQJWRH[SODLQWKHFRQFHSWRIWKH³WDUJHWFOLHQWV´DFURVVWKH0),7KXV
RQHRIWKHPRVWLPSRUWDQWWDVNVZDVWRGH¿QHWKHWDUJHWFOLHQWVLQDVWDQGDUGZD\VRWKDWHYHU\ERG\
FRXOGXQGHUVWDQGZKRWKHWDUJHWFOLHQWVDUH
The strategy map
7KHGHYHORSPHQWRIWKHVWUDWHJ\PDSZDVDFFRPSOLVKHGZLWKDQDPRXQWRILQQRYDWLRQLQWKHFDVH
RI*HQHVLV7KHVWDQGDUGVWUDWHJ\PDSLVXVXDOO\FUHDWHGLQDS\UDPLGIRUPGHYHORSHGIURPWKH
WRSGRZQDQGZKHQ¿QLVKHGUHDGIURPWKHERWWRPXS7KLVXVXDOO\PHDQVWKDWWKHPDSQHHGVWREH
H[SODLQHGWRVRPHRQHZKRLVUHDGLQJLWIRUWKH¿UVWWLPH,QWKHFDVHRI*HQHVLVWKH\WLOWHGWKHPDS
VRLWQRZUHDGVIURPOHIWWRULJKWDQGLWGRHVQRWUHTXLUHH[SODQDWLRQLWLVFRPSUHKHQVLYHDQGHDV\
WRIROORZIURPWKH¿UVWJODQFH
 
Mission and vision of Genesis Empresarial
Mission
3URYLGHDJLOHDQGRSSRUWXQHFUHGLWVHUYLFHVDORQJ
ZLWKFRQVXOWDQF\DQGWUDLQLQJIRUPLFURHQWHUSULVHV
VPDOOEXVLQHVVHVDQGUXUDOFRPPXQLWLHVLQRUGHUWR
DFKLHYHWKHLUVXVWDLQHGGHYHORSPHQWZLWKDEURDG
RXWUHDFKKHQFHDFFHOHUDWLQJ*XDWHPDOD¶VSURJUHVV
Vision
%HFRPHDQHIIHFWLYHG\QDPLFDQGOHDGLQJLQWHUPH
GLDU\RI¿QDQFLDODQGQRQ¿QDQFLDOVHUYLFHVLQWKH
PLFURDQGVPDOOHQWHUSULVHVHFWRUDQGLQFRPPXQL
WLHVRIORZLQFRPHSRSXODWLRQVFDSWXULQJDQGOHQG
LQJIXQGVHI¿FLHQWO\HIIHFWLYHO\DQGEURDGO\
Target clients of Genesis
Rural women Salaried employees Business owners
 :RPHQEHWZHHQDQG
\HDUVROG
 0DUULHGLQSDUWQHUVKLSRUVLQJOH
PRWKHUVKHDGRIKRXVHKROG
\RXQJPRWKHUV
 +LJKOHYHORILOOLWHUDF\
 6SHDNWKHLUQDWLYHWRQJXH
 :LOOLQJWRJHWRUJDQL]HG
 /RZVHOIHVWHHP
 'HVLUHWRRYHUFRPH
 'RQRWKDYH¿[HGLQFRPHV
 'RQRWKDYHDWHFKQLFDOVSH
FLDOL]DWLRQEXWNQRZKRZWRGR
SURGXFWLYHDFWLYLWLHV
 'HGLFDWHWKHPVHOYHVWRIDUPLQJ
SURGXFWLRQFRPPHUFLDOVHUYLFH
DQGGLYHUVHDFWLYLWLHV
 +LJKO\UHVSRQVLEOHDQGUHOLDEOH
• Good management of limited 
UHVRXUFHV
 0HQDQGZRPHQ
 EHWZHHQDQG\HDUVROG
 6LWXDWHGLQXUEDQRUUXUDODUHDV
 (PSOR\HGE\VWDWHRUSULYDWH
companies 
 +DYHIDPLOLDOUHVSRQVLELOLWLHV
 2QH\HDURIVWDEOHHPSOR\PHQW
 +DYHOLPLWHGHFRQRPLFUH
VRXUFHV
 %XVLQHVVHVFRQFHQWUDWHGLQ
XUEDQDQGSHULXUEDQDUHDV
 5XGLPHQWDU\SURGXFWLYHSUR
cesses
 6ORZJURZWK
 0LQLPDODELOLW\WRVDYHRUUHLQ
YHVW
 6HOIHPSOR\HGEXVLQHVVRZQHUV
ZLWKIDPLO\KHOS
 /RZVDOHVYROXPH
 9DULHGSURGXFWVZLWKGLYHUVH
TXDOLW\
 %XVLQHVVLQFRPHLVPL[HGZLWK
familial needs
 'RQRWKDYHIRUPDOERRNNHHS
LQJPHWKRGV
 +DYHWKHLUEXVLQHVVORFDWLRQ
ZKHUHWKH\OLYH
 $UHPRVWO\FRPPHUFLDOYHQ
GRUVEXWDOVRZRUNLQSURGXF
WLRQVHUYLFHVDQGIDUPLQJ
 &RQVWLWXWHDQDQVZHUWRVXU
YLYDO
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7KHPDSDOORZVWKHPDQDJHPHQWWHDPDQGVWDIIWRFODULI\WKHOLQNVEHWZHHQGLIIHUHQWRUJDQL]DWLRQDO
DUHDVUHYLHZWKHVKRUWHUWHUPLQSXWVDQGWKHOLQNWRWKHH[SHFWHGUHVXOWV$VDFRQVHTXHQFHDFRP
PRQXQGHUVWDQGLQJGHYHORSVRIWKHEURDGHUVWUDWHJ\DQGKRZHDFKGHSDUWPHQWDQGVWDIIPHPEHU¿WV
LQWRLW7KLVDOORZVHYHU\ERG\WRZRUNDVRQHWHDPDQGWRDOLJQWKHJRDOVDWRUJDQL]DWLRQDOGHSDUW
PHQWDODQGLQGLYLGXDOOHYHOV,QWKLVZD\HYHU\ERG\VXSSRUWVWKHIXO¿OOPHQWRIWKHPLVVLRQ
The Balanced Scorecard 
7KH%DODQFHG6FRUHFDUGLVDYHU\SUDFWLFDODQGDSSOLFDEOHWRROSXWWLQJWKHGLIIHUHQWSHUVSHFWLYHVRE
MHFWLYHVWDUJHWVDQGPHDVXUHVLQWRWKHVDPHGLDJUDP7KHPRVWLQWHUHVWLQJSHUVSHFWLYHLQ*HQHVLVLV
WKHLQWHUQDOSHUVSHFWLYHEHFDXVHWKLVLVZKHUH*HQHVLVKDVFDUULHGRXWDORWRIZRUNWRHIIHFWFKDQJH
*HQHVLVGHYHORSHG%6&¶VIRU¿YHSHUVSHFWLYHVWKUHHRIWKHPDUHVKRZQKHUHDVH[DPSOHVWKHVR
FLDOFOLHQWDQGLQWHUQDOSHUVSHFWLYHV
Génesis Empresarial – Strategy Map
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Learning
and Growth
Perspective
Internal 
Perspective
Customer
Perspective 
Financial
Perspective 
Social
Perspective
Information Capital
,PSURYHWZRZD\
FRPPXQLFDWLRQ
Organizacional Capital 
6WUHQJWKHQWHDPZRUN
SURPRWLQJDVRFLDOIRFXV
RIKLJKSHUIRUPDQFHDQG
DFXOWXUHRIVHUYLFH
Human Capital 
+XPDQ5HVRXUFH
'HYHORSPHQW3ODQ
Change Capital 
3URPRWHDFXOWXUHRI
FKDQJHDQGFRQWLQXRXV
LPSURYHPHQW
Operations Dept
8SGDWHDQGDXWRPDWH
integrated processes 
UXOHVPHWKRGRORJLHV
DQGPDQXDOV
,QWHJUDWHULVNPDQDJH
ment
Client Dept
6WDQGDUGL]HDJLOH
FXVWRPHUVHUYLFH
6\VWHPDWLFDOO\PHDVXUH
WKHVRFLDOLPSDFWRQ
FOLHQWVVHUYHG
Innovation
'HYHORSSK\VLFDODQG
WHFKQRORJLFDOLQIUDVWUXF
WXUHRISURGXFWVVHUYLFHV
and risk management
Regulations
0RQLWRUFKDQJHV
UHJDUGLQJUHJXODWLRQ
LQWHUQDOH[WHUQDODQG
LQWHUQDWLRQDO
Proposed Client Value
$FKLHYHFOLHQWOR\DOW\
WKURXJKEUDQGLQJFXV
WRPHUVHUYLFHSURGXFWV
DQGVHUYLFHVDQGHPR
WLRQDOUHODWLRQVKLSV
Proposed Value to 
Strategic Alliances
0DLQWDLQDQGVHDUFKIRU
QHZVWUDWHJLFDOOLDQFHV
3UR¿WDELOLW\
2SWLPL]HWKHEXGJHW
DVGHVLJQDWHGE\FRVW
centers
(I¿FLHQF\
,QYHVWDQGRSWLPL]H
UHVXOWVSULRULWL]LQJ
LQYHVWPHQWLQWKHWDUJHW
market
&DSLWDO6XI¿FLHQF\
&DSWXUHQHFHVVDU\
¿QDQFLDOUHVRXUFHV
UHFHLYDEOHVQRWUHFHLY
DEOHVFDSLWDOLQIXVLRQV
DQGLQYHVWPHQWV
7RLPSURYHLQD
VXVWDLQDEOHPDQQHUWKH
TXDOLW\RIOLIHRIRXU
FOLHQWVIDPLOLHVWKURXJK
WKHRIIHULQJRI¿QDQFLDO
DQGQRQ¿QDQFLDO
VHUYLFHV
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Social perspective
Objective Lag indicator Target: 1 year Lead indicator
Target: 
1 year
7RLPSURYHLQ
DVXVWDLQDEOH
PDQQHUWKH
TXDOLW\RIOLIH
RIRXUFOLHQWV¶
IDPLOLHVE\
RIIHULQJ¿QDQFLDO
DQGQRQ¿QDQFLDO
VHUYLFHV
RIWDUJHWHGSRSXODWLRQ
VHUYHG
RIFXPXODWLYHFOLHQWVVHUYHG
IURPWKHWDUJHWSRSXODWLRQ
,QFUHDVHLQWKHFOLHQWV¶FDSLWDO
$YHUDJHLQFRPHRIFOLHQWV
$YHUDJHIDPLO\LQFRPH
,QGLFDWRUVRI6RFLDO,PSDFW
EDVHOLQHGDWD
!

!
!4
!4
"
RIFOLHQWVVHUYHGZLWKLQWKH
WDUJHWHGSRSXODWLRQ
RIDFWLYHFOLHQWVIURPWKH
WDUJHWSRSXODWLRQ
$YHUDJHRIRSHUDWLRQVE\
clients 
RIDFWLYHFOLHQWVZLWKPRUH
WKDQRSHUDWLRQV
1XPEHURI%DVHOLQH'DWD


VWDWLVWLF
VWD
tistic

Client perspective
Objective Lag Indicator Target: 1 year Lead Indicator
Target: 
1 year
%UDQG3RVLWLRQLQJ Genesis positioning in WKHQDWLRQDOVXUYH\
)URPWK
to 
2nd place
,QFUHDVHPDUNHWLQJ
EXGJHW
)URP
WR
&OLHQW/R\DOW\
Desertion
'HOLQTXHQW/RVW&OL
HQWVZLWKRUZLWKRXW
PRWLYDWLRQWRUHSD\
)URP
WR
LGHDOO\

0(6(%&,QWHUHVW
rate
9,9,QWHUHVWUDWH
1HZ¿QDQFLDOSURG
XFWV
Terms
$PRXQWV
)URP
WR

)URPWR


"
"
6DWLVI\¿QDQFLDODQGQRQ
¿QDQFLDOQHHGV Desertion
)URP
WR
1HZ¿QDQFLDOSURG
XFWV
6'(FRYHUDJH

)URP
WRRI
¿FHV
4XDOLW\RI6HUYLFH 'HVHUWLRQGXHWREDGVHUYLFH
5HGXFH
E\
6HTXHQWLDO&XVWRPHU
6HUYLFHVZRUNVKRSV 2
'HYHORSVWUDWHJLFDOOLDQFHVZLWK
LQVWLWXWLRQVWKDWKDYHDVRFLDO
IRFXV
RIFDSLWDOIURPVR
FLDOO\IRFXVHGVRXUFHV
From 

WR
&RQWDFWQHZVRFLDOO\
IRFXVHGLQYHVWRUV
6KRZVRFLDOLPSDFW RIFOLHQWVZLWKDQimpact indicator 
0HHWLQJWRGH¿QH
KRZWRPHDVXUHVRFLDO
impact
RIKRXUVLQFUHDWLQJ
a social impact mea
VXUHPHQWV\VWHP
2 
KRXUV
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Internal perspective 
Objective Lag indicator Target: 1 year Lead indicator
Target: 
1 year
2SHUDWLRQV'HSW
HYDOXDWHSURFHVV
IXQFWLRQDOLW\
HYDOXDWHGSURFHVVHV  1XPEHURIDQQXDOXSGDWHVIRXQGDWLRQ 2
8SGDWHSURFHVVHV
PDQXDOVPHWKRGRORJLHV
DQGUHJXODWLRQV
RIXSGDWHGSROLFLHV	SUR
FHGXUHV
RIXSGDWHGEDQNSROLFLHV	
SURFHGXUHVQHZEDQNSURG
XFWV
From 
WR


1XPEHURIDQQXDO
XSGDWHVIRXQGDWLRQ 2
Risk Management RIFRQWUROOHGRSHUDWLRQDOand credit risk !
RIDUHDVZLWKLQWH
grated risk manage
PHQWLQWKHLUDF
WLYLWLHVoperational
>VWUDWHJLFWHFKQRORJL
FDODFWLYLW\REVROHWH
HTXLSPHQWIDFLOLWLHV
IUDXGVHFXULW\HWF@
and credit¿QDQFLDO
DQGEXVLQHVV
$PRXQWRIWUDLQLQJ
on risk management 
integration

2
&OLHQW'HSW
6WDQGDUGL]HDQG
IDFLOLWDWHFXVWRPHU
VHUYLFHPDUNHWLQJ
VDOHVIROORZXSFOLHQW
UHWHQWLRQHWF
RIFXVWRPHUVHUYLFHVWDQ
GDUGL]DWLRQ !
&XVWRPHUVHUYLFH
VWDQGDUGL]DWLRQWUDLQ
LQJWRDOOHPSOR\HHV
1XPEHURISHRSOH
MRLQLQJWKHWHDP
RQ0HWKRGRORJLFDO
Monitoring
RIRI¿FHVWKDWDUH
PHWKRGRORJLFDOO\
HYDOXDWHG
2


6\VWHPDWLFDOO\PHDVXUH
VRFLDOLPSDFWLQVHUYHG
sectors
RIFOLHQWVZLWKLPSDFW
indicators 
0HHWLQJWRGH¿QH
KRZWRPHDVXUHVRFLDO
LPSDFWLQGLFDWRUV
Social impact mea
VXUHPHQWV\VWHP

Reporting
,QQRYDWLRQ
,PSURYHFXUUHQW
SK\VLFDOLQIUDVWUXFWXUH
1XPEHURIUHQRYDWHG
EUDQFKRI¿FHV
)URP
WR
$VVLJQHGEXGJHWDQG
UHQRYDWLRQWLPHOLQH
4XDOL¿HGFRQVWUXFWLRQ
¿UPV
PLOOLRQ
4XHW]DOHV
2
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,PSOHPHQWQHZULVN
management and 
PHWKRGRORJLFDOWRROV
1XPEHURIDUHDVZLWK
implemented risk manage
ment 
DQGPHWKRGRORJ\
!
1XPEHURISHRSOH
MRLQLQJWKHWHDP
RQ0HWKRGRORJLFDO
Monitoring
Risk management 
policies adapted to 
Genesis
Design of indicators 
WRPHDVXUHULVNPDQ
agement



'HYHORSFRPSOHPHQWDU\
DQGLQWHJUDWHGSURGXFWV
DQGVHUYLFHV
Desertion
From 
WR

LGHDO

1XPEHURILPSOH
PHQWHGQHZSURGXFWV
DQGVHUYLFHV

6RFLDO	UHJXODWRU\
Monitor effect of 
FKDQJHVWRDSSOLFDEOH
UHJXODWLRQ
RIUHJXODWRU\FKDQJHVDS
plication 
Area responsible for 
LQIRUPLQJRIUHOHYDQW
UHJXODWRU\FKDQJHV
GDLO\RI¿FLDOPRQL
WRULQJ
+LUH¿UPWKDWSUR
YLGHVFKDQJHV


 
$SSO\LQJLQWHUQDWLRQDO
standards
RILQWHUQDWLRQDOVWDQGDUGV
application 
Area responsible for 
LQIRUPLQJRIUHOHYDQW
FKDQJHVLQLQWHUQD
tional standards
&RQWDFW6XSHULQWHQ
GHQFHRI%DQNVDQG
RWKHUVRXUFHVWKDW
SURYLGHLQIRUPDWLRQ


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The communication tool
7KHFRPPXQLFDWLRQVWRROLVDSHUIHFWH[DPSOHRIZK\WKH6WUDWHJLF0DQDJHPHQW7RRONLWLVVRVXF
FHVVIXO*HQHVLVGLGQRWODFNVWUDWHJLFSODQQLQJVNLOOVEHIRUHWKHLPSOHPHQWDWLRQZKDWWKH\ODFNHG
ZDVZRUNLQJFRPPXQLFDWLRQVZLWKLQWKHLQVWLWXWLRQ7KHLPSOHPHQWDWLRQWHDPZDVGLVFRQQHFWHG
IURPWKHVWUDWHJLFGHFLVLRQPDNHUVDQGWKHWZRWHDPVZHUHQRWDZDUHRIHDFKRWKHUVJRDOVDQGWDU
JHWV(YHU\RQHZRUNHGLQGHSHQGHQWO\IURPHDFKRWKHU$IWHUWKH6WUDWHJLF0DQDJHPHQW7RRONLW
LPSOHPHQWDWLRQWKHZKROHRUJDQL]DWLRQQRZZRUNVWRJHWKHUWRZDUGVWKHVDPHJRDOWKHUHVXOWRI
VXFFHVVIXOFRPPXQLFDWLRQ
7KHVHFRQGFROXPQLQWKHFRPPXQLFDWLRQVSODQVSHFL¿\LQJWKHSXUSRVHRIWKHFRPPXQLFDWLRQV
SODQLVDQLPSRUWDQWVWHSLQGHYHORSLQJWKHSURFHVV,WLVLPSRUWDQWWRXQGHUVWDQGWKDWGLIIHUHQWGH
SDUWPHQWVDQGOHYHOVLQWKHRUJDQL]DWLRQZLOOKDYHGLIIHUHQWLQIRUPDWLRQWRFRPPXQLFDWHWRGLIIHUHQW
OHYHOVLQWKHRUJDQL]DWLRQ7KHFRPPXQLFDWLRQVSODQLVDQH[FHOHQWWRROWRGHPRQVWUDWHWKLV
:RUWKQRWLQJLQWKLVFDVHVWXG\DUHH[DPSOHVRIFRPPXQLFDWLRQVZLWKWKH+4DQGWKHUHJLRQV,QWKH
UHJLRQVFRPPXQLFDWLRQVEXOOHWLQVZHUHVHQWDKHDGVRWKDWGXULQJWKHYLGHRFRQIHUHQFHHYHU\ERG\
ZDVSUHSDUHGDQGXQGHUVWRRGZKDWZDVSUHVHQWHG7KH+4GLGQRWSUHSDUHWKHVHDQGDVDUHVXOW
WKHUHZDVPRUHFRQIXVLRQDQGPLVXQGHUVWDQGLQJ/HVVRQVOHDUQHG±HYHQFRPPXQLFDWLRQVHYHQWV
need preparation!
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Communication plan 
Audience
(Who?)
Purpose
(Why?)
Content
(What?)
Frequency
(How  
often?)
Delivery Instru-
ment (Where & 
How?)
Communicator
(Who?)
%RDUGRI
Directors
Validation of 
LQVWLWXWLRQDOIRFXV
6WUDWHJLFPDSSHU
VSHFWLYHVREMHFWLYHV
FRQWUROERDUGJRDOV
DQGEXGJHW
$QQXDO
PPT Presenta
tion
%RDUG0HHWLQJ
General Manager 
([HFXWLYH'LUHF
WRU
1HZ
HPSOR\HHV
6KDUHDQGPDLQWDLQ
LQVWLWXWLRQDOIRFXV
6WUDWHJLFPDSSHU
VSHFWLYHV %LPRQWKO\
PPT Presenta
tion
+HDGTXDUWHUV
orientation 
processes
General Manager 
([HFXWLYH'LUHF
WRU
or Planning Direc
tor
$OOHPSOR\HHV 6KDUHDQGPDLQWDLQLQVWLWXWLRQDOIRFXV
6WUDWHJLFPDSSHU
VSHFWLYHV $QQXDO
PPT Presenta
tion 
Video confer
HQFHDQGZULW
WHQFRPPXQLFD
tions
General Manager 
([HFXWLYH'LUHF
WRU
RU$GPLQLVWUDWLYH
&RXQVHOSHRSOH
Regional 
Directors 
DQG2I¿FH
Managers
6KDUHDQGPDLQWDLQ
LQVWLWXWLRQDOIRFXV
DQGHYDOXDWH
IROORZXS
6WUDWHJLFPDSSHU
VSHFWLYHVREMHFWLYHV
FRQWUROERDUGJRDOV
Trimester
HYHU\
PRQWKV
PPT Presenta
tion
Regional Meet
ings
1DWLRQDO'LUHFWRU
RU+HDGTXDUWHUV
UHSUHVHQWDWLYH
(DFK%UDQFK
Department 
and 
Management 
FRPSOHWH
WHDPV
Direct participation 
SULRULWL]LQJWKH
strategic and its 
H[HFXWLRQLQWKH
2SHUDWLRQDO3ODQ
DQGPRGL¿FDWLRQV
6WUDWHJLFPDSSHU
VSHFWLYHVREMHFWLYHV
%DODQFHG6FRUHFDUG
goals and detailed 
DFWLYLWLHVWREHGH
YHORSHG
0RQWKO\
PPT Presenta
tion
)ROORZXS
meetings
Area Manager or 
Director
$GPLQLVWUDWLYH
&RPPLWWHH
)HHGEDFN
HYDOXDWLRQDQG
PRGL¿FDWLRQV
WRWKHVWUDWHJLF
direction
6WUDWHJ\PDSSHU
VSHFWLYHVREMHFWLYHV
%DODQFHG6FRUHFDUG
JRDOVVWUDWHJLHVDQG
actions
0RQWKO\
PPT Presenta
tion
)ROORZXSFRP
mittee meetings
Planning Director
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5. The implementation process of Genesis Empresarial
The preparation phase
:KHQWKHGHFLVLRQWRLPSOHPHQWWKH6WUDWHJLF0DQDJHPHQW7RRONLWZDVPDGHUHSUHVHQWDWLYHVIURP
DOOOHYHOVRI*HQHVLVZHUHLQYLWHGWRSDUWLFLSDWHLQWKHZRUNVKRSV$FKDPSLRQZDVVHOHFWHGIURPWKH
SODQQLQJWHDPZKRZRXOGNQRZDERXWWKHSODQQLQJSURFHVVHVDQGZKHUH*HQHVLVKDGIRXQGSURE
OHPVLQWKHSDVW
Launching activities 
,QRUGHUWRJHWWRNQRZWKH6WUDWHJLF0DQDJHPHQW7RRONLWDQLQLWLDOZRUNVKRSZDVRUJDQL]HGZLWK
DQH[WHUQDOIDFLOLWDWRU
7KHWHDPSDUWLFLSDWHGLQDQLQWHQVHGD\ZRUNVKRS8QIRUWXQDWHO\WKHFKDQJHRIWKH('SRVLWLRQ
KDSSHQHGMXVWEHIRUHWKHLQLWLDOZRUNVKRSVRQRQHRIWKH'HSDUWPHQW'LUHFWRUVZHUHSUHVHQW7KH
LQWHQVLW\RIWKHZRUNVKRSZDVPDLQO\GXHWRWKHDEVHQFHRIWKH('WRJHWKHUZLWKWKHIDFWWKDWQRQH
RIWKHSDUWLFLSDQWVKDGDQ\SUHYLRXVH[SHULHQFHZLWKWKHFRQFHSWVRIVWUDWHJLFSODQQLQJRUNQRZO
HGJHDERXWWKHSDUWLFXODUVRI*HQHVLV¶VWUDWHJ\
$QRWKHUGLI¿FXOW\IRU*HQHVLVKDYLQJWKHZRUNVKRSSDUWLFLSDQWVFRPHWRDFRQVHQVXVRQKRZWR
PHDVXUHWKHJRDOVDQGREMHFWLYHVRIWKHPLVVLRQHVSHFLDOO\GH¿QLQJTXDQWL¿DEOHPHDVXUHVIRUWKH
FKDQJHLQWKHWDUJHWFOLHQWV¶OLYHV(YHU\VWUDWHJ\HYHU\REMHFWLYHDQGHYHU\DFWLYLW\VKRXOGUHODWH
EDFNWRDQGVXSSRUWWKHPLVVLRQVWDWHPHQWHLWKHUTXDOLWDWLYHO\RUTXDQWLWDWLYHO\7RIDFLOLWDWHWKLV
SURFHVVRIGHFLGLQJRQPHDVXUHVLWFRXOGEHRIEHQH¿WIRUWKHH[WHUQDOIDFLOLWDWRUWRKDYHLQIRUPD
WLRQRQWKHWDUJHWJURXSVLQRUGHUIRUWKHPWREHDEOHWRWDNHDFRQVWUXFWLYHUROHLQWKLVGLVFXVVLRQ
Internal development of the outputs 
7KHLQLWLDO.LFN2II:RUNVKRSZDVIROORZHGE\DVHFRQGRQHWKH/HDUQLQJDQG$FWLRQ:RUNVKRS
DIWHUDERXWVL[ZHHNV'XULQJWKHLQWHUYHQLQJSHULRGWKHRXWSXWVIURPWKH¿UVWZRUNVKRSZHUHFRP
SOHWHGUHYLVHGDQGSHUIHFWHG7KHRXWSXWVIURPWKH.LFN2II:RUNVKRSLQFOXGHGDFOHDUO\GH¿QHG
VRFLDOPLVVLRQVWUDWHJ\PDS6:27DQDO\VLVDQGFRPPXQLFDWLRQVSODQ7KHGHYHORSPHQWRIWKH
FRPPXQLFDWLRQVSODQZDVRISDUWLFXODULPSRUWDQFHVLQFHWKHLQWHUQDOFRPPXQLFDWLRQVDW*HQHVLV
ZDVRQHRIWKHSUHYLRXVSUREOHPV
2QHRIWKHELJJHVWREVWDFOHVGXULQJWKLVLQWHULPSHULRGZDVWR¿QGWKHWLPHQHHGHGWR¿QDOL]HWKH
RXWSXWV'XULQJDWKUHHZHHNSHULRGWKHLPSOHPHQWDWLRQWHDPJRWWRZRUNHDUO\DQGOHIWODWH
$QRWKHUFKDOOHQJHIRU*HQHVLVZDVWKHODFNRIFRQWLQXLW\RIWKHSDUWLFLSDQWVLQWKHIROORZXSZRUN
VHVVLRQV7KHJURXSGHFLGHGWRWDNHDWWHQGDQFHDWWKHZHHNO\ZRUNVHVVLRQVDQGUHYLHZWKHOHYHO
RISDUWLFLSDWLRQIURPZHHNWRZHHN7RJXDUDQWHHWKHVXFFHVVRIWKHVHPHHWLQJVDWOHDVWRQHSHUVRQ
ZLWKGHFLVLRQPDNLQJDXWKRULW\IRUHDFKDUHDQHHGHGWREHSUHVHQWLQHYHU\ZRUNVHVVLRQ
 )RUH[DPSOHWKHLQIRUPDWLRQFRXOGLQFOXGHVRFLDOLPSDFWVWXGLHVRIWKHLUZRUNKHOSWRFODULI\PLVVLRQVWDWHPHQWGHWDLOHGGHVFULSWLRQRIWKHLUFOLHQWHOHVXFK
DVHFRQRPLFVWUDWDRISRWHQWLDOPDUNHWSHUUHJLRQFLW\HWFOHYHORILQFRPHRIGLIIHUHQWFOLHQWJURXSVDQGRISRUWIROLRE\SURGXFW
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Learning and Action process 
$IWHUWKHVHFRQGZRUNVKRSWKH6WUDWHJLF0DQDJHPHQW7RRONLWKDVEHHQLPSOHPHQWHGIRUWKHVWUDW
HJ\SURFHVVZLWKLQ*HQHVLV%\XVLQJWKHNQRZOHGJHDQGPHWKRGVOHDUQHGGXULQJWKHSLORWWHVW*HQ
HVLVVXFFHVVIXOO\LPSOHPHQWHGWKH6WUDWHJLF0DQDJHPHQW7RRONLWDQG%6&V\VWHPV
7KHSODQQLQJIRULVEHLQJFDUULHGRXWZLWKWKH%6&EDVLQJLWRQWKHVWUDWHJ\PDS7KHWRROLV
LQXVHDOUHDG\DQGZLOOEHXVHGIRUWKHPRQWKO\IROORZXSVDWWKHLQVWLWXWLRQDOOHYHODVZHOODVHDFK
IXQFWLRQDOOHYHO$OOSODQVKDYHEHHQUHYLHZHGWRPDNHVXUHWKDWDOOVWUDWHJLFREMHFWLYHVDUHLQFOXGHG
DQGWKDWWKHUHDUHDFWLRQVWRUHVSRQGWRHDFKREMHFWLYH$OOQHZDQG¿QDODFWLRQVIURPDOOWKHPHP
EHUVLQWKHSODQQLQJWHDPKDYHEHHQDFWXDOL]HGLQWKH%6&
7KHRXWSXWVFUHDWHGIURPWKHSLORWWHVWZHUHSXWRQWRWKHLQWUDQHWPDNLQJWKHPDFFHVVLEOHIRUDOO
VWDII7KLVLVDOVRDQLPSRUWDQWVWHSIRUWKHFRPPXQLFDWLRQVLQ*HQHVLVQRZWKHPLVVLRQVWUDWHJ\
REMHFWLYHVWDUJHWVDQGDFWLRQVDUHHDVLO\DFFHVVLEOHWRHYHU\RQHLQWKHRUJDQL]DWLRQ,WLVDOVRDQ
LPSRUWDQWVWHSIRUWKHIDFLOLWDWLRQRIWKHRQJRLQJXVHRIWKHWRRO(YHU\PDQDJHUFDQFKDQJHWKHLU
SDUWRIWKH%6&RQWKHLQWUDQHWDQGWKHXVHRIWKLVWHFKQRORJ\FDQEHDOLQNLQWKHUHSRUWLQJRQWKH
LPSOHPHQWDWLRQSURJUHVV7KHJHQHUDOSODQDWWKHPDFUROHYHOLVDOLJQHGZLWKWKHEXGJHWDQGZLWKD
FOHDULGHDDQGSHUVSHFWLYHIRU
6. Key challenges 
Good timing: “it could not have been later nor earlier.” 
7KHLQWURGXFWLRQRIWKLVQHZ7RRONLWKDGSHUIHFWWLPLQJDQGZDVYHU\UHOHYDQWWRWKHLVVXHVWKDW*HQ
HVLVZDVHQFRXQWHULQJ*HQHVLVLVWUDQVIRUPLQJIURPDQ1*2WRDUHJXODWHGLQVWLWXWLRQ7KLVSURFHVV
ERWKWKUHDWHQHGDQGFRQWULEXWHGWRWKHVXFFHVVRIWKHLPSOHPHQWDWLRQSURFHVVEHFDXVHRIWKHLQ
FUHDVHGGHPDQGVDQGQHHGIRUPRUHHIIHFWLYHSODQQLQJWRLPSOHPHQWWKHQHFHVVDU\FKDQJHV
Allocating time 
7KHZKROHSURFHVVGHPDQGHGH[WUDWLPHDQGHIIRUWIURPDOOWHDPPHPEHUV'XULQJDWKUHHZHHNSH
ULRGDOOPHPEHUVZRUNHGH[WUDKRXUVGDLO\LQRUGHUWRPDNHDOORIWKLVKDSSHQ
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Next steps
Activity Date Responsibility
'HVFULEHLQPRUHGHWDLOWKHWKUHHDVSHFWVRIWKHPLVVLRQVWDWH
PHQWVSHFL¿FDOO\
 ³6XVWDLQDEOH´
 ³4XDOLW\RI/LIH´
 ³1RQ)LQDQFLDO6HUYLFHV´
0RQGD\VIURP
6HSWHPEHUWR2FWREHU
:KROHWHDP
&UHDWHDQ$FWLRQ3ODQERWKJHQHUDODQGIRUHDFKIXQFWLRQDO
DUHD
0RQGD\VIURP
6HSWHPEHUWR2FWREHU
:KROHWHDP
'HVLJQD0DQDJHPHQW,QIRUPDWLRQ6\VWHPIRUDOOLQIRUPDWLRQ
RWKHUWKDQSRUWIROLRPDQDJHPHQW
0RQGD\VIURP
6HSWHPEHUWR2FWREHU
:KROHWHDP
&UHDWHDQHZ6WUDWHJ\PDSDYHUVLRQWKDWLVPRUHFRPSOHWHWKDQ
WKHODWHVWRQHEXWOHVVGHWDLOHGWKDQWKHSULRUYHUVLRQ
20 September 
0RQGD\VIURP
6HSWHPEHUWR2FWREHU
:KROHWHDP
&RPPXQLFDWHWKH6WUDWHJ\PDSDQGRYHUDOOVWUDWHJ\WRWKH
ZKROHVWDII
0RQGD\VIURP
6HSWHPEHUWR2FWREHU
:KROHWHDP
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To persist through the whole process
,WLVLPSRUWDQWWRNQRZDQGXQGHUVWDQGWKHZKROHSURFHVVDQGLWVEHQH¿WV7KHFKDOOHQJHLVWRFRQ
WLQXHWRZRUNKDUGXQWLOWKH¿QLVKOLQH$QXQGHUVWDQGLQJRIWKHSURFHVVDQGSDUWLFXODUO\RIWKHUH
VXOWLQJEHQH¿WVZLOOKHOSNHHSSDUWLFLSDQWVPRWLYDWHGXQWLOWKH\DUH¿QLVKHGZLWKWKHLUZRUNVRWKDW
WKH\FDQDFKLHYHWKHGHVLUHGUHVXOWV
Buy-in from the Executive Director 
$ZHHNEHIRUHWKH.LFN2II:RUNVKRS*HQHVLVJRWDQHZ([HFXWLYH'LUHFWRU7KLVZDVDSRWHQWLDO
WKUHDWEHFDXVHDORWRIWKHSDUWLFLSDQWVGLGQRWNQRZKLPDQGWKH\GLGQRWNQRZKLVYLHZVRQWKH
LPSRUWDQFHRIVWUDWHJLFPDQDJHPHQWDQGWKH6WUDWHJLF0DQDJHPHQW7RRONLW7KHQHZ('VXSSRUWHG
WKHSURMHFWHYHQWKRXJKKHGLGQRWKDYHWKHSRVVLELOLW\WRSDUWLFLSDWHLQWKH¿UVWZRUNVKRS6LQFHWKH
('ZDVQHZWKHVWUDWHJ\PDSDQGWKH%DODQFHG6FRUHFDUGZDVQ¶WSUHVHQWHGWRWKHUHVWRIWKHVWDII
LPPHGLDWHO\DIWHUWKHLQLWLDOZRUNVKRSEXWZDVLQVWHDGSRVWSRQHGWRDIXWXUHGDWH
7. Success factors
Charismatic champion 
.H\IRUWKHVXFFHVVRI*HQHVLVZDVWKHVXSSRUWIURPWRSPDQDJHPHQWDQGWKHQHZ('EXWPRVWLP
SRUWDQWO\DFRPSHWHQWDQGFKDULVPDWLFFKDPSLRQ$GHODGH5L]]R6KHNQHZWKHRUJDQL]DWLRQZHOO
ZDVFRPPLWWHGWRWKHSURFHVVDQGSXWLQWKHH[WUDHIIRUW6KHFRPPHQWHGWKURXJKRXWWKHZRUNVKRS
DERXWWKHYDOXHRIWKH%DODQFHG6FRUHFDUGHVSHFLDOO\JLYHQWKHXSFRPLQJWUDQVIRUPDWLRQRIWKHLQ
VWLWXWLRQ'XULQJWKHSURFHVVVKHZRXOGUHPLQGKHUFROOHDJXHVRIKRZGLI¿FXOWLWKDGEHHQIRUWKHP
LQWKHSDVW±XVLQJWKHLUROGV\VWHP±WRIROORZXSPHDVXUHDQGUHSRUWRQWKHGHJUHHWRZKLFKWKHLU
HIIRUWVZHUHFRQWULEXWLQJWRWKHVWUDWHJ\RIWKHLQVWLWXWLRQ
Commitment to the process 
7KHZLOOLQJQHVVWRSXWLQWKHH[WUDKRXUVIRUWKHVXFFHVVRIWKHWRROUHTXLUHVDVWURQJEHOLHILQWKH
RXWFRPHV7KHLPSOHPHQWDWLRQWHDPDQGWKHZRUNVKRSSDUWLFLSDQWVZRUNHGKDUGUHDOL]LQJWKH
SURFHVV7KH\IHOWWKH\OHDUQHGVRPHWKLQJQHZDQGWKH\ZHUHH[FLWHGWRVHHWKHLULGHDVEHFRPLQJ
FRQFUHWHDFWLRQVWKHH[SHULHQFHRIVXFFHVVIXOWHDPZRUN7KLVZDVDOVRDUHVXOWRIZHOOVWUXFWXUHG
IROORZXSZRUN±WKHZRUNZDVGLYLGHGLQWRVHSDUDWHWDVNVDQGLQWHJUDWHGLQWRWKHVWDII¶VHYHU\GD\
DFWLYLWLHVWKH\PHWWZLFHDZHHNWRGLVFXVVSURJUHVV
Support from Board and ED
7KHQHZ('LQ*HQHVLVZDVWRWDOO\FRPPLWWHGWRWKHSURFHVV+DYLQJWKHEX\LQIURPWKH%RDUGDQG
WKH('ZDVYLWDOIRUWKLVNLQGRIUHVWUXFWXULQJ7KH('VDZDQRSSRUWXQLW\IRUSURIHVVLRQDOVWUDWHJLF
PDQDJHPHQWXVLQJWKH6WUDWHJLF0DQDJHPHQW7RRONLW+HLQYHVWHGWKHWLPHDQGHIIRUWQHHGHGIRUKLV
NH\SHRSOH±WKHOHYHOPDQDJHUV±WRVSHQGWKHWLPHQHFHVVDU\LQRUGHUWRVXFFHVVIXOO\LPSOHPHQW
WKHWRROV
.H\EHQH¿WV
Everyone now has a mutual understanding of the mission, strategy and the objectives 
7KH6WUDWHJLF0DQDJHPHQW7RRONLWLVHI¿FLHQWVLQFHLWDOORZVWKHUHSUHVHQWDWLYHVRIDOOOHYHOVLQWKH
LQVWLWXWLRQWRSDUWLFLSDWHLQWKHSURFHVVRIFUHDWLQJWKHRXWSXWV+DYLQJDPXWXDOXQGHUVWDQGLQJVLJ
QL¿FDQWO\KHOSVWKHLQVWLWXWLRQWRZRUNLQWKHVDPHGLUHFWLRQ
There are mechanisms in place to monitor whether they are drifting away from the mission 
8VLQJWKH%6&DVDPRQLWRULQJDQGHYDOXDWLQJWRROZLOOKHOSLQWKHIXWXUHWRVWD\IRFXVHGRQWKH
PLVVLRQDQGLWVIXO¿OOPHQW7KH³LPSRUWDQWREMHFWLYH´LVFODUL¿HGDQGSXWLQWRRSHUDWLRQDOVWHSVDQG
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OLQNHGWRWDUJHWVDQGEXGJHWLQWKLVZD\WKH³XUJHQWREMHFWLYH´GRHVQRWWDNHWKHIRFXVDZD\IURP
WKHDFWLYLWLHVZKLFKDUHDOLJQHGDURXQGWKHPLVVLRQ
 
There are mechanisms in place to share this understanding with any new employee (an orien-
tation process)
7KHVLPSOL¿HGVWUDWHJ\PDSDQGWKHDFFHVVLELOLW\RIWKH%6&IDFLOLWDWHVWKHRULHQWDWLRQIRUQHZHP
SOR\HHVWRWKHPLVVLRQDQGVWUDWHJ\7KH%6&RQWKHLQWUDQHWZLWKWKHWDUJHWFOLHQWGH¿QLWLRQVDQG
REMHFWLYHVDOVRIDFLOLWDWHVWKHRULHQWDWLRQSURFHVV±LQWKHSDVWLWFRXOGWDNHXSWR\HDUVIRUWKHHP
SOR\HHVWRJHWWKHVDPHXQGHUVWDQGLQJ
The nature of the tool requires teamwork and collaboration
,WKHOSVWKHLQVWLWXWLRQLQPXOWLSOHZD\VVLQFHQRDUHDRUSHUVRQFDQLPSOHPHQWWKH%6&DORQH$Q
RWKHUEHQH¿WLVWKDWWKHDFWLYLWLHVSURFHVVHVDQGHYHQWKHSUREOHPVZLWKLQWKHRWKHUXQLWVDUHVKDUHG
DQGWKLVKHOSVWRXQGHUVWDQGDQGIHHOWKDWHYHU\RQHLVJRLQJLQWKHVDPHGLUHFWLRQ7KDWLVFRQVLVW
HQWDFFXUDWHDQGIUHTXHQWFRPPXQLFDWLRQDERXWWKH%6&LVFULWLFDOWRLWVVXFFHVV
The personal and professional development of the staff
$IUHTXHQWO\PHQWLRQHGEHQH¿WZDVWKDWWKHVWDIIQRZKDVDEHWWHUXQGHUVWDQGLQJRIWKHVWUDWHJLHV
WKDWVXSSRUWWKHLQVWLWXWLRQDOREMHFWLYHVEHWWHUNQRZOHGJHDERXWWKH%6&DQGKRZWRXVHLWDQGRI
WKHSODQQLQJSURFHVV0RVWLPSRUWDQWO\WKHVWDIIQRZKDVDEHWWHUXQGHUVWDQGLQJRIWKHUROHHYHU\
ERG\LVSOD\LQJLQWKHRUJDQL]DWLRQDQGKRZWKH\DOOFRQWULEXWHWRLWVVXFFHVV
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Annex 3. Implementing the Strategic Management Toolkit: 
Case Study of MDF-Kamurj
E\0LFKDO0DWXODQG/XVLQH6LPRQ\DQ
1. Institutional background
0').DPXUMLVDQRQSUR¿WRUJDQL]DWLRQWKDWSURYLGHVVPDOOORDQVWRVXSSRUWPLFURHQWUHSUHQHXU
VKLSLQ$UPHQLD0').DPXUMEHJDQRSHUDWLRQVLQ6HSWHPEHUDIWHUDVXFFHVVIXOPHUJHUEH
WZHHQ6DYHWKH&KLOGUHQDQG&DWKROLF5HOLHI6HUYLFHVPLFUR¿QDQFHSURJUDPV
0').DPXUMEHOLHYHVWKDWWKHZD\WRUHEXLOGSRRUFRPPXQLWLHVLQ$UPHQLDLVWREXLOGEULGJHVWKDW
FRQQHFWWKHPWRJUHDWHURSSRUWXQLWLHV0').DPXUM¶VPLVVLRQLVWRSURYLGHDFFHVVLEOHORQJWHUP
¿QDQFLDODQGQRQ¿QDQFLDOVHUYLFHVWRPLFURHQWUHSUHQHXUVSDUWLFXODUO\ZRPHQWRLPSURYHWKHLU
EXVLQHVVHVDQGWKHLUIDPLOLHV¶ZHOOEHLQJ
$VRI1RYHPEHU0').DPXUMKDVVHYHQEUDQFKHVDVWDIIRIDQGDQLPSDFWDUHDWKDWLQ
FOXGHV<HUHYDQDQGHLJKWPDU]HVRI$UPHQLD7KHRUJDQL]DWLRQKDVDFKLHYHGDQH[FHOOHQWUHSXWDWLRQ
RUJDQL]DWLRQDOFXOWXUHRIWHDPZRUNPXWXDOVXSSRUWFXVWRPHUVDWLVIDFWLRQSURIHVVLRQDOLVPDF
FRXQWDELOLW\DQGJRRGTXDOLW\RISRUWIROLRRXWVWDQGLQJ
2. Rationale for implementing the Strategic Management Toolkit 
+DYLQJEHJXQWKHWUDQVLWLRQWRDUHJXODWHGLQVWLWXWLRQ0').DPXUMPDGHWKHGHFLVLRQWRUHLQIRUFH
LWVVWUDWHJLFPDQDJHPHQWSURFHVVHVZLWKWKH6WUDWHJLF0DQDJHPHQWDSSURDFK7KHWUDQVIRUPDWLRQ
SURFHVVZDVH[SHFWHGWREHDQLPSRUWDQWFKDQJHIRU0').DPXUM,QSDUWLFXODUWKHPDQDJHPHQW
ZDVFRQFHUQHGE\SRWHQWLDOPLVVLRQGULIWUHVXOWLQJIURPQHZUHJXODWLRQVQHZSHUIRUPDQFHUHTXLUH
PHQWVDQGH[SHFWHGFKDQJHLQRUJDQL]DWLRQDOFXOWXUH
,QDGGLWLRQ0').DPXUMIHOWVWURQJO\WKDWVWUDWHJLFSODQQLQJXVLQJWKH6WUDWHJLF0DQDJHPHQWDS
SURDFKZRXOGVWUHQJWKHQLWVPDUNHWSRVLWLRQLQJHVSHFLDOO\LQUXUDOPDUNHWVZKLFK0').DPXUM
KDGUHFHQWO\HQWHUHGDQGIDFHGVWLIIFRPSHWLWLRQIURPDUXUDOFRPPHUFLDOEDQN7KLVWULJJHUHG0')
.DPXUMWREHWWHUOHYHUDJHLWVVRFLDOPLVVLRQWRGLIIHUHQWLDWHLWVHOIIURPFRPPHUFLDOSOD\HUV
MDF-Kamurj achievements as of October, 2006
7RWDOQXPEHURIPLFURHQWUHSUHQHXUVVHUYHG 
7RWDOQXPEHURIORDQVGLVEXUVHGFXPXODWLYH 
7RWDODPRXQWRIORDQVGLVEXUVHGFXPXODWLYH 86
&XUUHQWDPRXQWRIORDQVRXWVWDQGLQJ 
&XUUHQWQXPEHURIDFWLYHFOLHQWV 
3HUFHQWRIZRPHQ 
/RDQVL]H 8686LQ$UPHQLDQ'UDPV
$UUHDUV5DWHJUHDWHUWKDQGD\V 
)LQDQFLDOVHOIVXI¿FLHQF\ 
2SHUDWLRQDOVHOIVXI¿FLHQF\ 
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/DVWEXWQRWOHDVWWKHFUHDWLYLW\RIWKHVWDIIZDVERXQGOHVVWKXVLWZDVKLJKWLPHIRU0').DPXUM
WRSULRULWL]HDORQJOLVWRILGHDVIRUIXWXUHLQWHUYHQWLRQDQGVHOHFWVWUDWHJLFWKHPHVLGHQWLI\LQJWKRVH
DUHDVLQZKLFK0').DPXUMPXVWH[FHOLQRUGHUWRUHDOL]HLWVPLVVLRQDQGVWD\DKHDGRIFRPSHWL
tion. 
3. Strategic management processes before 
/LNHDQ\SURIHVVLRQDORUJDQL]DWLRQ0').DPXUMKDVKDGVWUDWHJLFSODQQLQJSURFHVVHVLQSODFH
0RVWRIWKHVWUDWHJLFDFWLYLWLHVZHUHFDUULHGRXWE\WKH([HFXWLYH'LUHFWRUDQGLQFRQVXOWDWLRQZLWK
WKH%RDUGRI'LUHFWRUV6HQLRUPDQDJHUVZHUHLQYROYHGLQVRPHDFWLYLWLHVWKRXJKLWZDVUDWKHUDG
KRF6WUDWHJ\ZDVXVXDOO\FRPPXQLFDWHGWRWKHVWDIILQWKHIRUPRID\HDUEXVLQHVVSODQ
$VDUHVXOWVWDIIZHUHNQRZOHGJHDEOHDERXWFRUHVWUDWHJLHVDQGSODQQHGEXVLQHVVDFWLYLWLHV+RZHY
HUPRVWPDQDJHUVDQGRWKHUVWDIIZHUHDOLWWOHELWORVWZLWKUHJDUGWRKRZWKHLUZRUNFRQWULEXWHGWR
RUJDQL]DWLRQDOVXFFHVV7KXVPDQDJHUVZHUHUDUHO\WDNLQJWKHLURZQVWUDWHJLFLQLWLDWLYHDQGIHHOLQJ
UHVSRQVLEOHIRUWKHHQGUHVXOWVLWDOOHQGHGXSLQWKHKDQGVRIH[HFXWLYHGLUHFWRUDQGWKH%RDUG7KH
SDUWLFLSDWRU\DSSURDFKZDVRQHRIWKHPRVWDSSHDOLQJIDFWRUVRIWKH6WUDWHJLF0DQDJHPHQW7RRONLW
DVLWSURPLVHGWRPDNHVWDIILQWHUQDOL]HWKHRUJDQL]DWLRQDOVWUDWHJ\
4. Outputs
Mission as a starting point
7REHJLQZLWK0').DPXUMDQDO\]HGLWVPLVVLRQVWDWHPHQWWU\LQJWRFOHDUO\GHVFULEHDQGGLVFXVV
HDFKRILWVHOHPHQWV
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The deconstructed mission statement of MDF-Kamurj
6XVWDLQDELOLW\RILQVWLWXWLRQ
%XLOGLQJOR\DOW\DPRQJFOLHQWV )DVWVHUYLFHDIIRUGDEOHSULFHSUR[LPLW\
ORZUHTXLUHPHQWVZLGHUDQJHRIVHUYLFHV
ORDQVVDYLQJVOHDVLQJ%'6HWF
DFFHVVLEOH¿QDQFLDODQG 
QRQ¿QDQFLDOVHUYLFHV
to micro and small entrepreneurs 
and vulnerable families
to improve their well - being.
%XVLQHVVFOLHQWVKLULQJ
HPSOR\HHV
9XOQHUDEOHIDPLOLHVXSWR86
SHUGD\SHUFDSLWD
:HOOEHLQJ PHWZLGHYDULHW\RIQHHGVEDVLFQHHGVFRYHUHGIRRGFORWKLQJHGXFDWLRQ
KHDOWKHGXFDWLRQKHDOWKH[SHQFHVLPSURYHGKRXVLQJOLYLQJFRQGLWLRQVOHLVXUHVRFLDOOLIH
QHHGVVDWLV¿HGVWDEOHIXWXUHWKURXJKVXVWDLQDEOHEXVLQHVVWKDWSURYLGHVLQFRPHWRFRYHUWKLV
H[SHQVHVDQGGHGLFDWHGVHUYLFHVWKDWVDWLVI\WKRVHQHHGV
long-term,Provide
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SWOT and strategy
0').DPXUM¶VNH\VWUHQJWKVOLHLQ
 SURIHVVLRQDOVWDIIFOLHQWIRFXVHGNQRZOHGJHDEOHDERXWFOLHQWVIRFXVHGWRWKHPLVVLRQ
 VWURQJ¿QDQFLDOVXVWDLQDELOLW\
 JRRGFXVWRPHUVHUYLFHLQGLYLGXDODSSURDFKLQUXUDODUHDV
 TXDOLW\SURGXFWVIURPWKHSRLQWRIYLHZRIWKHLQVWLWXWLRQGHPDQGEDODQFHEHWZHHQFRVWEHQH¿W
:KLOHNH\RSSRUWXQLWLHVLGHQWL¿HGE\0').DPXUMDUHDVIROORZV
 UXUDOPDUNHWVWLOOXQWDSSHGWKXVSRVVLELOLW\RIJHRJUDSKLFH[SDQVLRQDQGGHPDQGIRUQHZVHUYLFHV
 XSRQFRPSOHWLQJWUDQVIRUPDWLRQFRPSOHPHQWDU\HIIRUWVEHWZHHQFUHGLWRUJDQL]DWLRQDQGIRXQ
GDWLRQFUHDWLQJSRVVLELOLW\WRSURYLGH¿QDQFLDODQGQRQ¿QDQFLDOSURGXFWV
0').DPXUM¶VVWUDWHJ\EXLOGVRQLWVPLVVLRQDQGWKH6:27DQDO\VLV,WLVWRSURYLGHFRPSOHWH
FXVWRPHUVROXWLRQVDQGEXLOGODVWLQJUHODWLRQVKLSVZLWKFOLHQWVDQGOLNHPLQGHGSDUWQHUVLQRUGHUWR
EHDOHDGHURQWKHORZHVWPDUNHWVHJPHQWHVSHFLDOO\LQUXUDODUHDV0').DPXUM¶VVWUDWHJLFWDUJHW
JURXSLVUXUDOKRXVHKROGVZLWKVPDOOIDUPDFWLYLWLHV7KLVJURXSLVYXOQHUDEOHODUJHHQRXJKDQG
FRQFHQWUDWHVHPSOR\PHQWLQ$UPHQLD7KXVLWHQVXUHVVXVWDLQDEOHJURZWKIRUWKHLQVWLWXWLRQZKLOH
DGKHULQJWRWKHPLVVLRQ(QWHUSULVHORDQVDUHDQHFHVVLW\WRVXVWDLQRUJURZHFRQRPLFDFWLYLWLHVRI
WDUJHWJURXSUHSUHVHQWDWLYHV+RZHYHUDJULFXOWXUDOEXVLQHVVHVFRSHZLWKVHULRXVPDUNHWDFFHVVEDU
ULHUV7KXVEXVLQHVVGHYHORSPHQWVHUYLFHVVKRXOGEHSURYLGHGIRUWKLVJURXSDVDQH[WVWHS7KLV
PHDQVORRNLQJIRUQHZSDUWQHUVKLSVZLWKSURIHVVLRQDOORFDOGHYHORSPHQWRUJDQL]DWLRQVZKRVHUYH
UXUDOEXVLQHVVHV
Strategy map
6WUDWHJ\DVSUHVHQWHGDERYHZDVVWLOODEVWUDFWIRUPRVWRIWKHVWDII,WZDVZKHQWKH0').DPXUM
VWDIIVWDUWHGZRUNLQJRQWKHVWUDWHJ\PDSWKDWWKH\ZHUHDEOHWRWHOOWKHIXOOVWRU\RIWKHLURUJDQL]D
WLRQ7KLVKHOSHGWKH0').DPXUMVWDIIWRXQGHUVWDQGFDVXDOOLQNVEHWZHHQLWVPLVVLRQVWUDWHJLF
REMHFWLYHVDQGDOOWKHDFWLRQVWRZDUGVLWVLPSOHPHQWDWLRQ:KDWZDVWKHPRVWXVHIXOZDVOLQNLQJ
LQWDQJLEOHDVVHWVKXPDQLQIRUPDWLRQRUJDQL]DWLRQDODQGFRUHLQWHUQDOSURFHVVHVZLWKEURDGVWUDW
HJLHVWRZDUGVWKHPLVVLRQ¿QDQFLDOVDQGFXVWRPHUV(DFKIXQFWLRQDOPDQDJHUDQGKHUKLVWHDP
PHPEHUVQRZKDYHDFOHDUHULGHDRIWKHSULRULWLHVDQGWKHWDVNVWKDWZLOODOORZWKHPWRH[FHODQGWR
FRQWULEXWHWRWKHVXFFHVVRIWKHRUJDQL]DWLRQ7KHVWUDWHJ\PDSZDVDXVHIXOWRROIRUFRPPXQLFDWLQJ
WKHVWUDWHJ\LQVXFKDZD\WKDWHYHU\ERG\XQGHUVWRRGLW
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6LPSOLğHGVWUDWHJ\PDS
Measurable and actionable path towards success
'HYHORSLQJWKH%DODQFHG6FRUHFDUGLVWKHQH[WVWHSDVLWPDNHVWKHVWUDWHJ\LPSOHPHQWDWLRQPHDV
XUDEOHDQGDFWLRQDEOH%DVHGRQWKHVWUDWHJ\PDS0').DPXUMKDVGHYHORSHGDPHDVXUHPHQWV\V
WHPDQGDFWLRQSODQWRPRQLWRUSHUIRUPDQFHWRZDUGVWKHUHDOL]DWLRQRIVWUDWHJLFREMHFWLYHV$VDPSOH
H[WUDFWRIWKH%DODQFHG6FRUHFDUGDQG$FWLRQ3ODQLVSUHVHQWHGEHORZ
,PSURYHOLYLQJVWDQGDUGVRIFOLHQWV
Social 
perspective
Financial
perspective
&XVWRPHU
perspective
Internal
perspective
/HDUQLQJDQG
growth
perspective
3URGXFWLYLW\
Decrease operating cost
Operations 
management
Customer 
management Innovation 
Regulatory 
and social
Decrease operational 
FRVWVE\VSHHGLQJXS
ORDQSURFHGXUHV
Information 
capital
Organizational 
capital
3URIHVVLRQDOL]H+5
PDQDJHPHQWWRDOORZKDYLQJ
VWURQJVNLOOHGPRWLYDWHG
staff
Human 
capital
Social results
*URZWK
(DUQPRUHLQFRPH
Customer value proposition Stakeholder value proposition
2IIHUSURGXFWVQHHGHGE\FOLHQWVZLWKWKHLPDJHRI
IULHQGO\DQGSURIHVVLRQDOLQVWLWXWLRQ
6WUHQJWKHQUHODWLRQVKLSVZLWKSDUWQHUVLQYHVWRUV
FRPPXQLWLHVWREHPRUHDWWUDFWLYHIRUWKHP
3URYLGHTXDOLW\FXVWRPHU
VHUYLFHSURFHVVHV
6\VWHPDWL]HLQQRYDWLRQ
SURFHGXUHVRQ¿QDQFLDO
DQGQRQ¿QDQFLDO
SURGXFWV
6\VWHPDWL]HSURFHVV
DGGUHVVLQJUHODWLRQVKLS
ZLWK&%$GRQRUV
FRPPXQLWLHV
'HYHORSLQIRUPDWLRQV\VWHPVWKDWZLOODOORZ
WRKDYHEHWWHUPRQLWRULQJFOLHQWGDWDEDVH
LQIRUPDWLRQH[FKDQJHDQGJRRGRQWLPH
UHSRUWLQJEHWZHHQKHDGRI¿FHVDQGEUDQFKHV
%HDOHDUQLQJSURFOLHQW
RUJDQL]DWLRQUHVSRQVLYHWR
PDUNHWFKDQJH
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Financial sustainability
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Annex 3
5. Process of implementation
7KH6WUDWHJLF0DQDJHPHQWLPSOHPHQWDWLRQZDVDJRRGPL[RIWHFKQLFDOLQSXWVIURPWKHH[WHUQDO
IDFLOLWDWRUDQGLQWHUQDOWHDPZRUN.H\VWDJHVRIWKHSURFHVVZHUHDVIROORZV
Preparation
6SHQGLQJDVPXFKDVPRQWKWLPHRQSUHSDUDWRU\DFWLYLWLHVVLJQL¿FDQWO\SDLGRIILQWKHIXWXUH.H\
DFWLYLWLHVLQWKHSUHSDUDWRU\SKDVHIRFXVHGRQFRQVROLGDWLQJWKHVWUDWHJLFLQIRUPDWLRQDQGRUJDQL]LQJ
WKHLPSOHPHQWDWLRQWHDP
([WHUQDOFRQVXOWDQWVKHOSHGWRFRQVROLGDWHDOOWKHVWUDWHJLFLQIRUPDWLRQZLWKUHJDUGWRHQYLURQPHQW
LQVWLWXWLRQPDUNHWDQGFRPSHWLWLRQ$ZRUNVKRSZLWKVHQLRUPDQDJHPHQWZDVFRQGXFWHGWRGHVFULEH
FXUUHQWVWUDWHJLFSRVLWLRQDQGFRQVROLGDWHFXUUHQWRUJDQL]DWLRQDOVWUDWHJ\
$VVWUDWHJLFPDQDJHPHQWLVDERXWSHRSOH±WKHLUNQRZOHGJHVNLOOVDQGFRPPLWPHQW±VHOHFWLQJDQ
LQWHUQDOFKDPSLRQDQGLPSOHPHQWDWLRQWHDPLVRIXWPRVWLPSRUWDQFH0').DPXUM¶VH[SHULHQFH
VKRZVWKDWPXFKPRUHWLPHLVQHHGHGIRUWKLVWDVN,WLVQRWMXVWFDOOLQJSHRSOHRQDQRWKHUPHHWLQJ
,WLVDGYLVDEOHWKDWWKH([HFXWLYH'LUHFWRUPHHWVLQGLYLGXDOO\ZLWKDOOFDQGLGDWHVWRGLVFXVVWKHLP
SRUWDQFHRIVWUDWHJLFPDQDJHPHQW(DFKFDQGLGDWHVKRXOGEHDVNHGKRZKHVKHVHHVKLVKHUFRQWUL
EXWLRQWRWKHSURFHVV7KHVHWDONVEXLOGVRPHLQLWLDOEX\LQDQGKHOSWKH([HFXWLYH'LUHFWRUWRVHOHFW
DFKDPSLRQDQGGHFLGHRQWKHWHDPFRPSRVLWLRQ7KHWHDPFRQVLVWHGRID0DUNHWLQJ0DQDJHU
&UHGLW0DQDJHUVIURP<HUHYDQEUDQFKD5XUDO/HQGLQJFRRUGLQDWRUDQGH[SHULHQFHGORDQRI¿F
HUV/DVWEXWQRWOHDVWVHOHFWLQJD0DUNHWLQJ0DQDJHUDVWKHFKDPSLRQDW0').DPXUMZDVDJRRG
FKRLFHEHFDXVHWKHSHUVRQZDVDQH[SHULHQFHGVWDIIPHPEHUZLWKDXWKRULW\DQGGHFLVLRQPDNLQJ
SRZHU
Launching activities 
7RODXQFKWKH6WUDWHJLF0DQDJHPHQWLPSOHPHQWDWLRQDGD\ZRUNVKRSZDVKHOG7KHZRUNVKRS
ZDVH[WHUQDOO\IDFLOLWDWHGDQGEURXJKWWRJHWKHUWKH([HFXWLYH'LUHFWRUVHQLRUPDQDJHPHQWWKH
FKDPSLRQDQGWKHLPSOHPHQWDWLRQWHDP:LGHUHSUHVHQWDWLRQE\WKHPDQDJHPHQWSDLGRIILQWKHIX
WXUHDVWKHLPSOHPHQWDWLRQWHDPKDGDQHDVLHUWLPHZRUNLQJZLWKGLIIHUHQWGHSDUWPHQWV7KHZRUN
VKRSKDGWZRREMHFWLYHVEXLOGLQJVNLOOVWRGHYHORSWKHVWUDWHJ\PDSDQGWKH%DODQFHG6FRUHFDUG
SUDFWLFLQJWRFRPPXQLFDWHWKHP
7KHRXWFRPHVRIWKH.LFN2II:RUNVKRSUHFHLYHGYHU\IDYRUDEOHHYDOXDWLRQVIURPSDUWLFLSDQWV
7KHSDUWLFLSDQWVIHOWWKHZRUNVKRSLPSURYHGWKHLUXQGHUVWDQGLQJRIWKHRUJDQL]DWLRQ¶VPLVVLRQDQG
SULRULWLHVIRUWKHQH[WSHULRG7KHLUUHFRJQLWLRQRIWKHUROHWKH\SOD\LQWKHRYHUDOOVXFFHVVRIWKHRU
JDQL]DWLRQDQGWKHLUDELOLW\WRZRUNLQWKHWHDPZHUHDOVRSRVLWLYHO\SHUFHLYHG
Internal development of the Balanced Scorecard
7KHZRUNVKRSZDVIROORZHGE\PRQWKVRILQWHUQDOZRUNGHYRWHGWRWKHGHYHORSPHQWRIWKH%DO
DQFHG6FRUHFDUG%HIRUHDFWXDOGHYHORSPHQWWKHGUDIWRXWSXWVIURPWKHZRUNVKRSGHFRQVWUXFWHG
PLVVLRQVWDWHPHQW6:27VWUDWHJ\PDSZHUHFRQVROLGDWHGDQGSUHVHQWHGWR0').DPXUMVHQLRU
and middle management. 
7KHPRVWGLI¿FXOWWDVNLQWKHGHYHORSPHQWSURFHVVZDVWRLGHQWLI\DFOHDUDQGHDV\WRXVHVHWRIOHDG
DQGODJLQGLFDWRUVIRUHDFKVWUDWHJLFREMHFWLYH)RUPRVWRIWKHSHUVSHFWLYHVWKLVZDVWKH¿UVWWLPHLQ
WKHKLVWRU\RIWKHRUJDQL]DWLRQWKDWVXFKLQGLFDWRUVZHUHEHLQJVHW(YHQLILQWKHRU\LWORRNHGHDV\
PRUHH[WHUQDOKHOSZDVQHHGHGDWWKLVVWDJH,QDGGLWLRQRQHPXVWUHPHPEHUWKDWWKLVLVDEDFNDQG
IRUWKSURFHVVRIFRPPXQLFDWLRQZLWKGLIIHUHQWGHSDUWPHQWV7KDWLVZK\DPSOHWLPHDQGUHVRXUFHV
QHHGWREHDOORFDWHGIRUWKLVWDVN
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Learning and action processes
$VWKH6WUDWHJLF0DQDJHPHQWDSSURDFKLVYHU\SUDFWLFDODQGIRFXVHGRQGRLQJDJRRGPHFKDQLVP
IRUOHDUQLQJDQGDFWLRQSODQQLQJQHHGVWREHLQSODFH0').DPXUMRUJDQL]HGDVHULHVRI/HDUQLQJ
DQG$FWLRQ:RUNVKRSVZKLFKSURYLGHGDSODWIRUPIRUWURXEOHVKRRWLQJDQGFRPPXQLFDWLRQ7KH¿UVW
ZRUNVKRSZDVRUJDQL]HGPRQWKVDIWHUWKH.LFN2II:RUNVKRS$GGLWLRQDOZRUNVKRSVDUHVODWHGWR
EHKHOGPRUHIUHTXHQWO\±HYHU\PRQWKV
/HDUQLQJDQG$FWLRQ:RUNVKRSVSOD\HGDQLPSRUWDQWUROHLQPDLQWDLQLQJVWDIIEX\LQDQGNHHSLQJ
PRPHQWXPRIDOOWKHDFWLYLWLHV1HZLGHDVJHQHUDWHGGXULQJWKHZRUNVKRSVLJQL¿FDQWO\HQULFKHG¿
QDORXWSXWVIURPWKHSURFHVV
0RUHRYHULQWKHFDVHRI0').DPXUMWKHUHZDVDQHHGIRUPRUHWHFKQLFDOLQSXWVLHVHWWLQJLQGL
FDWRUVWKURXJKRXWWKHSURFHVV7KHVHLQSXWVZHUHSURYLGHGE\FRQVXOWDQWVWKURXJKGLVWDQFHPHQWRU
LQJLQEHWZHHQWKHZRUNVKRSV
6. Key challenges in the process
0').DPXUMLGHQWL¿HGWKHIROORZLQJNH\FKDOOHQJHVLQWKHSURFHVV
• Staff time±DVQRWHQRXJKWLPHZDVVSHQWWREXLOGEX\LQEHIRUHWKHLPSOHPHQWDWLRQLWZDVGLI
¿FXOWWRLQYROYHWKRVHPHPEHUVRIWKHWHDPZKRZRUNLQRSHUDWLRQVLQDQHIIHFWLYHZD\,WSRVHG
OHVVRIDFKDOOHQJHIXUWKHULQWKHSURFHVVZKHQEHWWHUSODQQLQJZDVDSSOLHG
• Timing vis-à-vis transformation±VWDIIKDYHIHOWWKDWWKHLPSOHPHQWDWLRQVKRXOGKDYHVWDUWHG
EHIRUHWKHWUDQVLWLRQ,QIDFWWKH6WUDWHJLF0DQDJHPHQWSURFHVVZDVODXQFKHGZKHQLQWHQVLYH
ZRUNVWRSUHSDUHIRUWKHWUDQVLWLRQZHUHDOUHDG\LQSODFH7KLVMHRSDUGL]HGWKHHIIHFWLYHQHVVRI
WKHSURFHVVDQGPDGHSODQQLQJGLI¿FXOW
• Timing vis-à-vis seasonality±$VUXUDOOHQGLQJLVDQLPSRUWDQWVKDUHLQ0').DPXUM¶VSRUWIR
OLRLWZDVGLI¿FXOWWRIROORZWKH6WUDWHJLF0DQDJHPHQWSURFHVVLQWKHSHDNVHDVRQ
• Composition of the team±GXHWRVRPHWXUQRYHURQPDQDJHPHQWSRVLWLRQV¿QDQFLDODQG0,6
PDQDJHUVZHUHQRWSDUWRIWKHWHDP,Q0').DPXUMFDVHWKHODFNRI¿QDQFLDOSHUVSHFWLYHZDV
IHOWWKHPRVWDFXWHO\
.H\EHQH¿WV
$WWKLVSRLQWLQWLPHLWLVWRRHDUO\WRHYDOXDWHWRZKDWH[WHQW6WUDWHJLF0DQDJHPHQWZDVXVHIXOLQ
avoiding the mission drift during the transition process and in better positioning in the mar-
ket±WZRNH\LVVXHVZKLFKWULJJHUHG0').DPXUMWRLPSOHPHQW6WUDWHJLF0DQDJHPHQW+RZHYHU
PRUHFODULW\DERXWWKHPLVVLRQDQGWKHPDUNHWWREHVHUYHGPHQWLRQHGDVRQHRIWKHPRVWLPSRUWDQW
EHQH¿WVWRGDWHJLYHVDUHDVRQDEOHIRXQGDWLRQWRFODLPWKDW6WUDWHJLF0DQDJHPHQWKDVPDGHDSRVL
WLYHFRQWULEXWLRQWREHWWHUVRFLDOSHUIRUPDQFHDQGFRPSHWLWLYHSRVLWLRQLQJLQWKHPDUNHW
,QJHQHUDOWKHSURFHVVRI6WUDWHJLF0DQDJHPHQWLPSOHPHQWDWLRQLQ0').DPXUMKDVKDGDSRVL
WLYHHIIHFWRQWKHorganization’s capacity to develop and implement a meaningful strategy7KLV
ZDVHVSHFLDOO\HYLGHQWDIWHUWKH/HDUQLQJDQG$FWLRQ:RUNVKRS±DOOSDUWLFLSDQWVIHOWLWZRXOGEH
HDVLHUIRUWKHPWRFRPPXQLFDWHERWKWKHPLVVLRQDQGVWUDWHJ\WRWKHVWDIIWKH\XQGHUVWRRGWKHYDOXH
DQGLPSRUWDQFHRIWHDPZRUNLQGHYHORSLQJDQGLPSOHPHQWLQJDVWUDWHJ\DQGIHOWPRUHFRPIRUWDEOH
LQLPSOHPHQWLQJWKHVWUDWHJ\0RUHVSHFL¿FDOO\WKH6WUDWHJLF0DQDJHPHQWDSSURDFKKHOSHG0')
.DPXUMWRGH¿QHSULRULWLHVDQGSURYLGHGWRROVIRUHQVXULQJWKDWWKH\ZLOOEHLPSOHPHQWHG,W
LVHYHQPRUHLPSRUWDQWLQWKHFRQWH[WRIPDQ\FKDQJHVGULYHQE\WKHWUDQVIRUPDWLRQLQWRUHJXODWHG
¿QDQFLDOVHUYLFHSURYLGHUZKHQUHDOL]LQJVKRUWWHUPREMHFWLYHVLVVRXUJHQWWKDWLWLVGLI¿FXOWWREDO
DQFHLWZLWKFULWLFDOORQJWHUPLQLWLDWLYHV
97
C
as
e 
St
ud
y 
of
 M
D
F-
K
am
ur
j
Annex 3
%DVHGRQWKHSDUWLFLSDQWV¶IHHGEDFNDERXWWKH6WUDWHJLF0DQDJHPHQWDSSURDFKLWLVFOHDUWKDWWKH
SURFHVVZDVXVHIXOQRWRQO\IRUWKHRUJDQL]DWLRQEXWDOVRIRUWKHprofessional development of the 
staff(YHQWKRXJKWKHPDMRULW\RIWKHSDUWLFLSDQWVZHUHQRWLQWKHPDQDJHPHQWSRVLWLRQVPRVWZHUH
DEOHWREHQH¿WDWDSHUVRQDOOHYHO$PRQJPRVWLPSRUWDQWDVSHFWVZHUH
 /HDUQLQJQHZNQRZOHGJHDQGVNLOOVLQVWUDWHJL]LQJ
 %HWWHUXQGHUVWDQGLQJRIWKHRUJDQL]DWLRQ¶VPLVVLRQDQGVWUDWHJ\
 *DLQLQJNQRZOHGJHRIKRZWRLPSOHPHQWVWUDWHJ\DQGPRUHVSHFL¿FDOO\DEHWWHUXQGHUVWDQGLQJ
RIWKHLQWHUUHODWLRQDQGLQWHUGHSHQGHQFHEHWZHHQGLIIHUHQWGHSDUWPHQWVRIWKHRUJDQL]DWLRQ
 ,PSURYLQJFRPPXQLFDWLRQVNLOOV
 (QKDQFLQJDELOLW\WRZRUNLQDWHDPWRMRLQWO\GHYHORSVROXWLRQVIRUWKHHQWLUHRUJDQL]DWLRQ
 +DYLQJDQRSSRUWXQLW\WRJHWDZD\IURPHYHU\GD\RSHUDWLRQVSHUVSHFWLYHWRWKLQNDERXWWKHDS
SURSULDWHGLUHFWLRQVIRUWKHHQWLUHRUJDQL]DWLRQ
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Annex 4. Implementing the Strategic Management Toolkit: 
Case Study of NGO Manuela Ramos - CrediMUJER1
E\.DWDU]\QD3DZODNDQG(YHU/XLV(JXVTXL]D
1. Institutional background
0DQXHOD5DPRV005LVDQ1*2WKDWKDVZRUNHGIRUWKHHTXDOLW\RIULJKWVEHWZHHQPHQDQG
ZRPHQDQGWKHGHYHORSPHQWRI3HUXVLQFH7RGD\LWLVDVROLGLQVWLWXWLRQWKDWRIIHUVDGYLVRU\
VHUYLFHVUHVHDUFKGLVVHPLQDWLRQDQGOHJDOVHUYLFHVUHODWLQJWRUHSURGXFWLYHVRFLDOHFRQRPLFDQG
OHJDOULJKWVIRUZRPHQRIWKHQDWLRQ¶VPDQ\GLYHUVHFXOWXUHV
7KHYLVLRQRI005LVWRSURYLGHPHQDQGZRPHQZLWKDZRUWK\OLIHWKDWJXDUDQWHHVHTXDOKXPDQ
ULJKWVDQGVRFLDOMXVWLFH7KH1*2ZRUNVLQIRXUDUHDVULJKWWRDOLIHZLWKRXWYLROHQFHHFRQRPLF
ULJKWVSROLWLFDOULJKWVDQGFLWL]HQVKLSDQGVH[XDODQGUHSURGXFWLYHULJKWV
6LQFHWKH005KDVUXQD¿QDQFLDOGLYLVLRQFDOOHG&UHGL08-(5ZKLFKXVHVWKHYLOODJHEDQN
LQJPHWKRGRORJ\WRSURYLGH¿QDQFLDOVHUYLFHVORDQVDQGVDYLQJVWRSRRUZRPHQ
2. Rationale for implementing the Strategic Management Toolkit
$WWKHEHJLQQLQJRIWKH0D[LPL]LQJ6RFLDO3HUIRUPDQFHWKURXJK3XUSRVHIXOO\'ULYHQ0LFUR¿QDQFH
SURMHFW&UHGL08-(5OLNHPDQ\RWKHU0),VKDGPDVWHUHGWKHV\VWHPVIRURSHUDWLRQDOPDQDJH
PHQW,WZDVYHU\HI¿FLHQWLQH[HFXWLQJLWVDQQXDOSODQKRZHYHULWODFNHGDV\VWHPIRUHIIHFWLYHO\
GHYHORSLQJLPSOHPHQWLQJDQGPDQDJLQJDEDODQFHGDQGPHDVXUDEOHRUJDQL]DWLRQDOVWUDWHJ\7KH
ODFNRIV\VWHPDWL]HGVWUDWHJLFPDQDJHPHQWSURFHVVHVPDGHLWGLI¿FXOWWRGLVWLQJXLVKVWUDWHJLFIURP
RSHUDWLRQDODFWLYLWLHVDQGLQFRQVHTXHQFHIRFXVRQZKDWZDVUHDOO\LPSRUWDQWWRLWVORQJWHUPVXF
FHVV9HU\RIWHQORQJHUWHUPDFWLYLWLHVDOWKRXJKVHHPLQJO\NH\WRWKH0),ZHUHSXWDVLGHDVUH
VRXUFHVZHUHDOORFDWHGWRPRUHXUJHQWRQJRLQJDFWLYLWLHV
7KHSODQQLQJSURFHVVHVZHUHOLPLWHGWRVHWWLQJDQQXDO¿QDQFLDOWDUJHWVIRUWKHRUJDQL]DWLRQDVDZKROHDV
ZHOODVHDFKUHJLRQDORI¿FH7KHUHZHUHQRWDUJHWVVHWZLWKUHODWLRQWRVRFLDOSHUIRUPDQFH(YHU\\HDU
WKHPDQDJHPHQWPHWZLWKUHJLRQDOKHDGVWRSURJUDPWKHDQQXDOWDUJHWV7KHPHFKDQLVPIRUSURJUHVV
PRQLWRULQJDQGFRQWUROZDVLQSODFHRQO\IRU¿QDQFLDOPHDVXUHVZKLOHWKHDFKLHYHPHQWRIVRFLDOREMHF
WLYHVZDVPHDVXUHGE\SHULRGLFLPSDFWVWXGLHVFRQGXFWHGRQHHYHU\IHZ\HDUV$GGLWLRQDOO\WKHV\VWHP
IRUPRQLWRULQJWKHUHDOL]DWLRQRIDFWLRQSODQVZDVODFNLQJDOLQNWRWKHRUJDQL]DWLRQDOVWUDWHJ\
 &UHGLW08-(5LVD¿QDQFLDOGLYLVLRQRI1*20DQXHOD5DPRV
6WDWLVWLFVRI&UHGL08-(50LFURğQDQFH8QLWRI005DVRI$SULO
1XPEHURISHUVRQQHO    
1XPEHURIDFWLYHERUURZHUV 
$YHUDJHORDQEDODQFHSHUERUURZHU 86
:RPDQERUURZHUV   
*URVVORDQSRUWIROLR   86
%RUURZHUVWDII   
6KDUHRIUXUDOFOLHQWV 
)LQDQFLDOVXVWDLQDELOLW\ 
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Annex 4
,QWKLVFRQWH[WLPSOHPHQWDWLRQRIWKH6WUDWHJLF0DQDJHPHQWWRROVZDVH[SHFWHGWRSURIHVVLRQDO
L]HDQGV\VWHPDWL]HVWUDWHJLFPDQDJHPHQWSURFHVVHVDQGFORVHO\OLQNVWUDWHJ\WRRSHUDWLRQV005
ZDQWHGWRLGHQWLI\FRVWHIIHFWLYHLQGLFDWRUVWRPRQLWRUDQGPDQDJHWKHIXO¿OOPHQWRIVWUDWHJ\LQFOXG
LQJVRFLDOSHUIRUPDQFH7KHLQWHQWLRQZDVWRIRFXVWKHHYHU\GD\ZRUNRIWKHZKROHRUJDQL]DWLRQ
RQLWVNH\SULRULWLHVDQGDOORFDWHVXI¿FLHQWUHVRXUFHVIRUWKHVXFFHVVIXODWWDLQPHQWRIERWKRUJDQL]D
WLRQDOVKRUWDQGORQJWHUPSODQVLQOLQHZLWKWKH0050LVVLRQ
3. Outputs
$VDUHVXOWRIWKH6WUDWHJLF0DQDJHPHQW7RRONLWDSSOLFDWLRQWKHIROORZLQJWRROVIRURQJRLQJVWUDWH
JLFPDQDJHPHQWZHUHGHYHORSHGDQGRXWSXWVSURGXFHG
 5HIRUPXODWHGPLVVLRQDQGYLVLRQRIWKHRUJDQL]DWLRQ
 6:27DQDO\VLV
 6WUDWHJ\0DSIRUWKH2UJDQL]DWLRQ
 6WUDWHJ\0DSIRUWKH5HJLRQDO2I¿FHV
 %6&PHDVXUHPHQWWRROIRUWKH2UJDQL]DWLRQ
 %6&PHDVXUHPHQWWRROIRUWKH5HJLRQDO2I¿FHV
 2UJDQL]DWLRQZLGHDQGUHJLRQDOOHYHODFWLRQSODQV
 )ORZFKDUWRIWKHVWUDWHJLFPDQDJHPHQWSURFHVVDW&UHGL08-(5
 6WDQGDUGL]HGGHVFULSWLRQRIWKHVWUDWHJLFPDQDJHPHQWSURFHVVDQGLWVDFWLYLWLHV
 6WUDWHJLFEXGJHW
 2SHUDWLRQDOEXGJHWDOLJQHGWRVWUDWHJLFREMHFWLYHV
 0DQDJHPHQWFRQWUDFWVDOLJQLQJLQGLYLGXDOREMHFWLYHVRIWKHVWDIIZLWKWKHVWUDWHJLFREMHFWLYHVRI
WKHRUJDQL]DWLRQ
Mission as a starting point
7REHJLQZLWK&UHGL08-(5DQDO\]HGLWVPLVVLRQVWDWHPHQWWU\LQJWRFOHDUO\GHVFULEHDQGGLVFXVV
HDFKRILWVHOHPHQWV$VDUHVXOWWKHPLVVLRQVWDWHPHQWZDVUHIRUPXODWHGWREHWWHUUHÀHFWWKHLQWHU
SUHWDWLRQVSURYLGHGE\WKHOHDGHUVKLSDQGVWDII
$GGLWLRQDOO\WKHYLVLRQVWDWHPHQWIRUZDVGHYHORSHGGHVFULELQJWKHGHVLUHGIXWXUHVWDWH7KH
YLVLRQWDONVDERXWERWKWKHLQVWLWXWLRQDQGWKHFOLHQWWRUHÀHFWWKHLQWHUGHSHQGHQFHRI0),VXFFHVV
DQGFOLHQWVXFFHVV
The organizational strategy
7KHWHDPLGHQWL¿HGWZRPDLQFRPSRQHQWVVWUDWHJLFWKHPHVDURXQGZKLFKDEDODQFHGVWUDWHJ\UHODWHG
WRERWK¿QDQFLDODQGVRFLDOSHUIRUPDQFHVKRXOGEHEXLOW
 &RQWULEXWLRQWRWKHHFRQRPLFJURZWKRIWKH1*2FOLHQWV
 6XVWDLQDELOLW\LQWKH¿QDQFLDOVHUYLFHGHOLYHU\WRZRPHQ
&UHGL08-(5LVDXQLWRIWKH005ZKLFKFRQWULEXWHVWRH[HUFLVLQJWKHHFRQRPLFULJKWVRIHQWUHSUHQHXULDO
ZRPHQLQEXVLQHVVHVZLWKOLPLWHGDQGYXOQHUDEOHUHVRXUFHVVWDUWLQJZLWK¿QDQFLDOVHUYLFHVDQGSURPRWLQJ
VXVWDLQDEOHVDYLQJVZLWKVKDUHGJXDUDQWHHDQGVRFLDOFRQWURO:RUNLQJLQWKHUXUDO]RQHVDQGLQWKHXUEDQ
PDUJLQDOLQUHJLRQVRXWVLGH/LPD&UHGL08-(5VWULYHVWRLQFXOFDWHDFXOWXUHRIJHQGHUHTXDOLW\KRQHVW\
UHVSHFWVROLGDULW\UHVSRQVLELOLW\DQGGHPRFUDF\
&UHGL08-(5LVDXQLWRIWKH005ZKLFKIDFLOLWDWHVDFFHVVWR¿QDQFLDOVHUYLFHVDQGWKHSURPRWLRQRIVDY
LQJVDPRQJHQWUHSUHQHXULDOZRPHQLQEXVLQHVVHVZLWKOLPLWHGDQGYXOQHUDEOHUHVRXUFHVLQWKHUXUDO]RQHV
DQGLQWKHXUEDQPDUJLQDOL]HGDUHDVFRQWULEXWLQJWRWKHLUHFRQRPLFJURZWKDQGDXWRQRP\LQGHFLVLRQPDN
ing.
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7KHRUJDQL]DWLRQDOVWUDWHJ\ZDVFUHDWHGWRIRFXVRQWKHLPSURYHPHQWRIFXUUHQWSURFHVVHVDVZHOO
DVWKHGHYHORSPHQWRIDKXPDQUHVRXUFHSROLF\WKDWZRXOGHQKDQFHWKHFRPSHWHQFLHVRIWKH 
&UHGL08-(5VWDII$GGLWLRQDOO\WKHVWUDWHJ\DOVRDGGUHVVHGWKHQHHGWRSURPRWHDPRUHLQQRYDWLYH
RUJDQL]DWLRQDOFXOWXUHFDSDEOHRIGHYHORSLQJDQGDGDSWLQJVHUYLFHVWRWKHSRRUHVWVHJPHQWVRIWKH
market.
7KHVWUDWHJ\ZDVGHYHORSHGDIWHUKDYLQJDQDO\]HGWKHFXUUHQWVWUDWHJLFSRVLWLRQRI&UHGL08-(5XV
LQJWKH6:27VWUHQJWKVZHDNQHVVHVRSSRUWXQLWLHVDQGWKUHDWVDQDO\VLV
Strategy map
7KHVWUDWHJ\PDSZDVGHYHORSHGWRIXUWKHUFRQFUHWL]HWKHVWUDWHJ\DQGPDNHLWHDVLHUWRFRPPXQL
FDWH9LVXDOL]LQJGLIIHUHQWVWUDWHJ\FRPSRQHQWVDQGFDXVDOLW\OLQNVEHWZHHQWKHPKHOSHGWKHWHDP
WRPDNHWKHVWUDWHJ\PRUHGHWDLOHGFRPSUHKHQVLYHLQWHUPVRIUHÀHFWLQJGLIIHUHQWRUJDQL]DWLRQDO
DUHDVDQGDOLJQHG7KHUHVXOWVH[SHFWHGLQWHUPVRI¿QDQFLDO and socialSHUIRUPDQFHZHUHOLQNHG
ZLWKUHVXOWVUHTXLUHGE\&UHGL08-(5¶VNH\stakeholdersFOLHQWVSDUWQHUDQGWKHVWDWH.H\DUHDV
LQVLGHWKHRUJDQL]DWLRQLQWHUPVRIFKDQJHVWRWKHprocessesRIRSHUDWLRQVLQQRYDWLRQH[WHUQDOUH
ODWLRQVKLSVDQGFXVWRPHUPDQDJHPHQWZHUHLGHQWL¿HG$GGLWLRQDOO\WKHQHFHVVDU\LQYHVWPHQWVLQ
LQWDQJLEOHDVVHWVNQRZOHGJHSHRSOHDQGRUJDQL]DWLRQDOFXOWXUHZHUHKLJKOLJKWHGWRVKRZKRZWKH
UHTXLUHGlearning and growthZLOOEHDFKLHYHG
(FRQRPLFJURZWKRIWKH
ZRPHQFOLHQWV
7RVWUHQJWKHQWKHDXWRQRP\RIWKH
ZRPHQFOLHQWV
(I¿FLHQW¿QDQFLDO
VHUYLFHV
&OLHQWUHWHQWLRQ
&OLHQW
satisfaction
6XSSRUWWKH
&7,DQG
state
&ROODERUDWLRQ
ZLWKQHWZRUNV
and peers
2UJDQL]DWLRQDOLPDJH
YLVLELOLW\
0DQDJHPHQWZLWK
strategic allies ,QIRUPDWLRQ
management
,QQRYDWLRQDQG
GHYHORSPHQW
,PSURYLQJFUHGLWDQG
HGXFDWLYHSURFHVV
management  
,PSURYLQJWKH
PDQDJHPHQWRIWKH
VXSSRUWSURFHVV
Management of staff  
and collaborators 
VHOHFWLRQDQGLQGXFWLRQ
6WDIIHYDOXDWLRQDQG
training management 0RWLYDWLRQ
management 
(TXLSPHQW
WHFKQRORJ\
DQGVRIWZDUH
management
2UJDQL]DWLRQDO
OHDGHUVKLS
2
1
3
4
67
8
9
5
10 11 12
13 14
15
16
17 18
19
([SDQVLRQDQG
deepening of 
emerging markets
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Annex 4
,QWKLVZD\WKHPDQJHUVDQGVWDIIGHYHORSHGDRQHSDJHWRROWKDWFDQEHXVHGWRFRPPXQLFDWHRU
JDQL]DWLRQDOSULRULWLHVWRRWKHUVDVZHOODVEHNHSWIRUUHIHUHQFHLQHYHU\GD\ZRUN
7RIDFLOLWDWHWKHZRUNRIUHJLRQDORI¿FHVWKHVWUDWHJ\PDSZDVUH¿QHGWREHWWHUUHÀHFWWKHFDVFDGHG
VWUDWHJ\DWWKHUHJLRQDOOHYHO7KLVSDUWLFXODUO\KHOSHGWKHUHJLRQDORI¿FHVWRIRFXVRQNH\DUHDV
ZLWKLQWKHRUJDQL]DWLRQDOSURFHVVHVDQGEULQJDWWHQWLRQWRNH\VRXUFHVRIOHDUQLQJDQGJURZWKIRU
WKHLUUHJLRQVVRWKDWWKHLUDFWLYLWLHVFRQWULEXWHWRWKHRYHUDOORUJDQL]DWLRQDOUHVXOWV
Measurable and actionable path towards success
7KHQH[WVWHSZDVWRWUDQVODWHWKHVWUDWHJ\DQGWKHLGHQWL¿HGVWUDWHJLFJRDOVLQWR60$57REMHFWLYHV
WRPDNHWKHVWUDWHJ\LPSOHPHQWDWLRQPHDVXUDEOHDQGDFWLRQDEOH%DVHGRQWKHVWUDWHJ\PDS 
&UHGL08-(5GHYHORSHGDPHDVXUHPHQWV\VWHPDQGDFWLRQSODQWRPRQLWRUSHUIRUPDQFHWRZDUGV
UHDOL]DWLRQRIVWUDWHJLFREMHFWLYHVDWERWKWKHRUJDQL]DWLRQDODQGUHJLRQDOOHYHOV
(FRQRPLFJURZWKRI
WKHZRPHQFOLHQWV
7RVWUHQJWKHQWKHDXWRQRP\RI
WKHZRPHQFOLHQWV
(I¿FLHQW¿QDQFLDO
VHUYLFHV
&OLHQW
retention
&OLHQWVDWLVIDFWLRQ
6XSSRUWWKH
&7,DQG
state
&ROODERUDWLRQ
ZLWKQHWZRUNV
and peers 2UJDQL]DWLRQDOLPDJH
YLVLELOLW\
(ODERUDWLRQRI
SURSRVDOVE\
LQVWLWXWLRQW\SH
$FWLYHSDUWLFLSDWLRQ
LQSULRULWL]HGUHJLRQDO
DFWLYLWLHV
6WLPXODWHLQQRYDWLRQ
proposals 
6RFLDOL]HWKH
H[SHULHQFHVRIWKH
partners
2SWLPL]H
time in credit  
management
Management of 
competent collaborators
,PSOHPHQWSURFHVVHVRIVHOHFWLRQ
LQGXFWLRQHYDOXDWLRQDQGVWDII
GHYHORSPHQW
,PSOHPHQWPRWLYDWLRQ
management 
/HDGHUVKLSLQ
WKHUHJLRQV
2
1
3
4
67
8
9
5
10
11 12 13 14
16
17
18
19
([SDQVLRQDQG
deepening of 
emerging markets
Management 
RIHGXFDWLYH
processes
15
102
Expected results
Perspe-
ctive Objective Indicator
So
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al
 
7RVWUHQJWKHQWKHDXWRQRP\RIZRPHQ
clients
RIZRPHQFOLHQWVZKRKDYHLPSURYHGWKHLUKHDOWK
RIFOLHQWVZKRKDYHLPSURYHGWKHLUUHVLVWDQFHDJDLQVW
YLROHQFH
RIZRPHQFOLHQWVLQ&UHGL08-(5ZKRXVHFUHGLW
7RFRQWULEXWHZLWKHFRQRPLFDOLQFUHDVH
IRUZRPHQ
RIZRPHQFOLHQWVZKRUHDFKHGWKHLUJRDOV
RIFOLHQWVZKRLQFUHDVHWKHLUEXVLQHVV\LHOGV
RIZRPHQFOLHQWVZKRLPSURYHWKHLUDFWLYLWLHV
Fi
na
nc
ia
l
7RRIIHUHI¿FLHQWDQGVXVWDLQDEOH¿QDQ
FLDOVHUYLFHV
RI¿QDQFLDOVXVWDLQDELOLW\LQ&UHGL08-(5
RIGHFUHDVLQJFRVWVRIJUDQWHGFUHGLW
RILQFUHDVHLQWKHDFWLYHSRUWIROLR
C
us
to
m
er
7RFRQVROLGDWHWKHSHUPDQHQFHRIWKH
FOLHQWVLQWKHFRPPXQDOEDQNVPDLQ
WDLQLQJWKHDFWXDOPDUNHW
RIZRPHQFOLHQWVLQ&UHGL08-(5ZKRXVHGVHUYLFHV
DFWLYHO\IRUDWOHDVW\HDUV
RIFOLHQWVZLWKYROXQWDU\¿UVWFLUFOHZLWKGUDZDOVYV
WRWDOZLWKGUDZDOV
7RH[SDQGDQGGHHSHQWKH¿QDQFLDO
VHUYLFHVRI&UHGL08-(5LQHPHUJLQJ
markets 
RIFOLHQWVLQFRQGLWLRQVRISRYHUW\YVWKHZKROH
portfolio
RIQHZFOLHQWVLQQHZ]RQHVYVDOOFOLHQWV
RIQHZFOLHQWVZKRUHFHLYHFUHGLWIRUWKH¿UVWWLPH
7RLPSURYHWKHVDWLVIDFWLRQOHYHORIWKH
FOLHQWVRI&UHGL08-(5 RIVDWLV¿HGFOLHQWVYVDOOFOLHQWV
7RLPSURYHWKHSRVLWLRQRIWKHLQVWLWX
WLRQDOLPDJHLQ&UHGL08-(5
RIQHZFOLHQWVZKRHQWHUE\UHIHUHQFHIURPRWKHU
clients 
RIFOLHQWVZKRDFWLYHO\SDUWLFLSDWHLQSXEOLFWHQGHUV
YVDOOFOLHQWV
RIFOLHQWVZKRSDUWLFLSDWHLQPHHWLQJVLQ%%&&DQG
FDSDFLW\SURMHFWVRI0<3(6RI005
7RVHFXUH¿QDQFLDOUHVRXUFHVIURPWKH
&7,DQGRUWKHVWDWH
$PRXQWREWDLQHGIURP&7,YVWKHWRWDOUHYHQXHVRE
tained 
$PRXQWOHQWE\WKHVWDWHYVWRWDODPRXQWIURPDWKLUG
SDUW\
RIDPRXQWVFROOHFWHGYVWKHUHTXLUHGWRWDO
7RHVWDEOLVKFRRSHUDWLRQEHWZHHQQHW
ZRUNVDQGSDUWQHUV
$PRXQWRIWRWDOVDYLQJVYVWKHZKROHEXGJHW 
RI&UHGL08-(5
3HUVRQQHODFWLYDWHGWKURXJKQHWZRUNVDQGDOOLHV
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Annex 4
Organizational Balanced Scorecard and Action Plan
Perspe-
ctive Objective Indicator Action Plan
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,PSOHPHQW
PDQDJHPHQWVWUDWHJ\
ZLWKVWUDWHJLFDOOLHV
RI¿UPVYVWKHWRWDOPDQDJHPHQW
ZLWKDJUHHPHQWZLWKWKHVWDWHDQG&7,
'HVLJQRIWKHIXQGPDQDJHPHQW
PRGHODSSOLFDWLRQRI¿QDQFLDO
SURWHFWLRQ
RIDFWLRQVZLWKFHQWUHDQGUHJLRQYV
WKHWRWDOSODQV
0DSRXWWKHQHFHVVLWLHVPDWFK
LQJWKHQHWZRUNVDQGSDUWQHUV
,PSOHPHQWDQ
information and 
GLIIXVLRQVWUDWHJ\LQ
&UHGL08-(5
RIUHJLRQDOKHDGVZKRXWLOL]HWKH
LQIRUPDWLRQV\VWHPV
8SGDWHDQGV\VWHPDWL]HWKH
socioeconomic information of 
WKHFOLHQWV
7LPHSXWLQWR¿QDQFLDOVRFLRHFRQRPLF
and market reports
7LPHIRULQIRUPDWLRQDQDO\VLV
'HYHORSDQG
implement an 
LQQRYDWLYHEHKDYLRU
LQWKH¿QDQFLDO
SURGXFWVRI
&UHGL08-(5
1XPEHURIQHZSURGXFWVLQWURGXFHGWR
WKHPDUNHW
3ODQRIGHVLJQGHYHORSPHQW
DQGFRQWURORISURGXFWVRIQHZ¿QDQFLDOSURGXFWV
RILPSOHPHQWHGLQLWLDWLYHVYVWKH
WRWDOLQLWLDWLYHV
Permanent 
LPSURYHPHQWRIWKH
credit processes
7LPHSXWLQRIWKH%%&&RQSHUIRU
mance costs
5HGHVLJQRIWKHSURFHVVDQG
tools in credit management
7LPHRIFUHGLWRI¿FLDOVDQGDGPLQLVWUD
WLYHSHUVRQQHOYVWLPHRIDOOODERU
RIWLPHGHFUHDVHGLQWKHGHOLYHU\RI
credit
,PSURYHGSURFHVVHVYVWRWDOSURFHVVHV
GH¿QHG
,PSURYHWKHVXSSRUW
processes
1XPEHURILPSOHPHQWHGDFWLRQVYVWKH
WRWDOGH¿QHGLQ3(
,PSOHPHQWDWLRQRIWKHVWUDWHJLF
planning process
)LQDQFLDOERWWOHQHFNVYVWKHWRWDOGH
¿QHGE\0DQXHOD5DPRV
(ODERUDWHWKHSURSRVDORIUHGH
VLJQWKHVXSSRUWDFWLYLWLHV
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,PSURYHWKHSHUVRQDO
competences in 
&UHGL08-(5
RISHUVRQDOHYDOXDWLRQIRUFRPSH
WHQFHGH¿QHGIRU&UHGL08-(5
'HVLJQLPSOHPHQWDWLRQRIWKH
RUJDQL]DWLRQDOVWUXFWXUHDQG
management of HR for compe
tences
RIVWDIIZKRUHDFKWKHPLQLPDOFRP
SHWHQFHUHTXLUHG
,PSURYHWKH
VHOHFWLRQLQGXFWLRQ
DQGFDSDFLW\
SURFHVVHVRIWKHVWDII
RIGHVHUWLQJVWDII
6WDIIFDSDFLW\FRPSDUHGZLWKDOOVWDII
,PSURYHSHUVRQDO
PRWLYDWLRQRI
&UHGL08-(5VWDII
6WDIIUHVSRQVLEOHIRUQRWHDQGRI
WKHLUVDWLVIDFWLRQOHYHOLQ&UHGL08-(5
RIVWDIIZKRUHDFKLPSURYHPHQW
SURSRVDOVLQUHODWLRQWRWKHIXQFWLRQLW
addresses
2SWLPL]HWKHXVH
RIHTXLSPHQW
DQGVRIWZDUHLQ
&UHGL08-(5
VWDIIZLWKDGHTXDWHHTXLSPHQWDQG
VRIWZDUHIRUWKHUHTXLUHGIXQFWLRQV 3ODQRIDFTXLVLWLRQHYDOXD
WLRQDQGXVHRIHTXLSPHQWDQG
VRIWZDUHRIVWDIIZKRKDYHHIIHFWLYHXVHRIWKH
HTXLSPHQWDQGVRIWZDUH
7LPHVSHQWLQWHJUDWLQJWKHLQIRUPDWLRQ
LQ&UHGL08-(5IRUDGPLQLVWUDWLRQRI
WKH1*20DQXHOD5DPRV
'HYHORSPHQWRIDQDSSOLFDWLRQ
of general interface
'HYHORSDQ
RUJDQL]DWLRQDO
OHDGHUVKLSVW\OHLQ
&UHGL08-(5
/HDGHUVKLSLQ&UHGL08-(5HVWDEOLVKHG
ZLWKWKHGHJUHHPHWKRGLQFUHDVLQJ
DQGGHFUHDVLQJHYDOXDWLRQ ,PSOHPHQWDWLRQRIWKHOHDGHU
VKLSPRGHO
RISUDFWLFDOYDOXHVIRUDOOWKHVWDIIYV
total staff 
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Annex 4
Regional Balanced Scorecard and Action Plan
Perspe-
ctive Objective Indicator Action Plan
In
te
rn
al
2SWLPL]HFRVWVDQG
FDSDFLW\RIVWDIIDQG
clients 
RIVWDIIFDSDFLW\LQWKHUHJLRQVYVWKH
WRWDOFDSDFLW\ 'HVLJQWKHFDSDFLW\SODQ
for staff and clientsRIFOLHQWVZKRKDYHLPSURYHGWKHLU
UHVLVWDQFHDJDLQVWYLROHQFH
3DUWLFLSDWHDFWLYHO\LQ
WKHSULRULWL]HGUHJLRQV
RIDUHDVZKLFKSDUWLFLSDWHYVDOOWKH
SULRULWL]HGDUHDV
'HVLJQWKHLQVWUXPHQWVIRU
SULRULWL]LQJSXEOLFUHJLRQDO
HYHQWV
3URYLGHDQDWWLWXGHRI
LQQRYDWLRQZLWKWKH
VWDIILQWKHUHJLRQV
RIDFFHSWHGVXJJHVWLRQVYVWRWDOQXP
EHURIVXJJHVWLRQV 5HYLVHDQGSURSRVHRIWKH
VWUDWHJ\RIUHFRJQLWLRQWR
WKHUHJLRQDOVWDIIRIVWDIIZKRFRQWULEXWHVVXJJHVWLRQVYV
WKHZKROHVWDII
&RPELQHWKHH[SHUL
HQFHVRIWKHSDUWQHUV
,GHQWL¿HGH[SHULHQFHYVDOOFOLHQWV 5HYLVHSURSRVHDQGDSSO\
WKHH[SHULHQFHRIWKHVRFLDO
L]DWLRQSURFHVVLQFOXGLQJ
WRROVDQGFULWHULD6WDIIZKRSDUWLFLSDWHLQSXEOLFWHQGHU
2SWLPL]HWKHWLPHVSHQW
in credit management
7LPHIRUPHHWLQJWKH%%&&EDODQFH
'HVLJQWKHFDSDFLW\SODQ
for staff and clients
7LPHRIFUHGLWRI¿FLDOVDQGDGPLQLVWUD
WLYHSHUVRQQHOYVWLPHRIDOOODERU
RIOHVVWLPHVSHQWRIWKHGHOLYHU\RI
credit
3URFHVVHVLPSURYHGYVWRWDOQXPEHURI
GH¿QHGSURFHVVHV
,PSOHPHQWDQHGXFDWLRQ
management process
RIFOLHQWVZLWKFRQWDFWVLQWKH%%&&
1HZDUHDVDQGPRGL¿HGPHWKRGV
L
ea
rn
in
g 
&
 G
ro
w
th
&RPSHWHQFHPDQDJH
ment
RIVWDIIZKRUHDFKWKHPLQLPDOFULWHULD
of competence 'HVLJQFDSDFLW\SODQIRU
staff and clients RIFOLHQWVZKRKDYHLPSURYHGWKHLU
UHVLVWDQFHDJDLQVWYLROHQFH
,PSOHPHQWVHOHFWLRQ
LQGXFWLRQDQGFDSDFLW\
processes 
RIGHVHUWLQJVWDII 5HYLVHSURSRVHDQGDSSO\
VHOHFWLRQLQGXFWLRQDQG
HYDOXDWLRQSURFHVVHVDQG
FDSDFLW\RIWKHVWDII6WDIIFDSDFLW\FRPSDUHGZLWKDOOVWDII
,PSOHPHQWPRWLYDWLRQ
management
RIWKHVWDIIZKRDFWLYHO\SDUWLFLSDWHLQ
WKHPDQDJHPHQWPHHWLQJVLQWKHUHJLRQ 5HYLVHDQGSURSRVHWKH
VWUDWHJ\RIUHFRJQLWLRQWR
WKHUHJLRQDOVWDIIRIVWDIIZKRVXSSRUWLPSURYHPHQWV
DQGLQQRYDWLRQ
3URPRWHWKHRUJDQL]D
WLRQDOOHDGHUVKLSVW\OH
WRWKHKHDGVLQWKH
region
/HDGHUVKLSLQ&UHGL08-(5HVWDEOLVKHG
ZLWKWKHGHJUHHPHWKRGLQFUHDVLQJ
DQGGHFUHDVLQJHYDOXDWLRQ
RISUDFWLFDOYDOXHVIRUDOOWKHVWDIIYV
total staff 
5HYLVLRQSURSRVDODQGDS
SOLFDWLRQRIWKHOHDGHUVKLS
model
6WDIIZKRSDUWLFLSDWHLQSXEOLFWHQGHU
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4. Process of implementation
7KH6WUDWHJLF0DQDJHPHQWLPSOHPHQWDWLRQZDVDJRRGPL[RIWHFKQLFDOLQSXWVIURPWKHH[WHUQDO
IDFLOLWDWRUDQGLQWHUQDOWHDPZRUN.H\VWDJHVRIWKHSURFHVVZHUHDVIROORZV
Preparation
Analysis and systematization of the strategic management processes
$OWKRXJKWKHSUHSDUDWLRQSKDVHWRRNTXLWHDZKLOHWKHDFWLYLWLHVXQGHUWDNHQSDLGRIIVLJQL¿FDQWO\LQ
WKH6WUDWHJLF0DQDJHPHQWLPSOHPHQWDWLRQ7KHSUHSDUDWLRQVWDUWHGZLWKDPHHWLQJRIWKH0DQDJLQJ
'LUHFWRU&UHGLW0DQDJHUDQGH[WHUQDOIDFLOLWDWRUDQGZDVGHYRWHGWRLGHQWLI\LQJWKHFXUUHQWPHFKD
QLVPVSODQQLQJWKHLPSOHPHQWDWLRQSURFHVVDQGDJUHHLQJRQ¿QDOFRPSRQHQWVRIWKHVWUDWHJLFPDQ
DJHPHQWSURFHVV7KLVUHVXOWHGLQWKHGHYHORSPHQWRIDVWUDWHJLFPDQDJHPHQWSURFHVVÀRZFKDUWD
GHVFULSWLRQRIWKHSURFHVVDQGSURFHVVDFWLYLWLHV
7KHPDSSLQJRIWKHVWUDWHJLFPDQDJHPHQWSURFHVVHVZDVYHU\LPSRUWDQWODWHURQLQWKHFRQWH[WRI
DSSO\LQJWKH6WUDWHJLF0DQDJHPHQW7RRONLW7KH%DODQFHG6FRUHFDUGRUDQ\RWKHUVWUDWHJLFPDQDJH
PHQWWRROVFDQQRWEHGHYHORSHGLQDYDFXXPEXWUDWKHUZLWKLQDFRQWH[WRIRQJRLQJRUJDQL]DWLRQDO
SURFHVVHVRIVWUDWHJ\SODQQLQJRSHUDWLRQDOL]DWLRQLPSOHPHQWDWLRQDQGFRQWURO$VZDVPHQWLRQHG
EHIRUHWKHVWUDWHJLFPDQDJHPHQWSURFHVVLQWKH1*2ZDVQRWYHU\V\VWHPDWLFWKXVLWZDVQHFHVVDU\
WRDGGQHZSURFHVVHVRUV\VWHPDWL]HH[LVWLQJRQHVEHIRUHPRYLQJWRWKHWRROVGHYHORSPHQWLWVHOI
Identifying the team
7KHWHDPDVVLJQHGWRFDUU\RXWWKH6WUDWHJLF0DQDJHPHQWLPSOHPHQWDWLRQFRQVLVWHGRIWKH0DQDJ
LQJ'LUHFWRUWKH&UHGLW0DQDJHUDQGUHJLRQDOPDQDJHUV,WZDVYHU\LPSRUWDQWWKDWIURPWKHYHU\
EHJLQQLQJWKH0DQDJLQJ'LUHFWRUXQGHUVWRRGKHUUHVSRQVLELOLW\IRUVWUDWHJLFPDQDJHPHQWLQWKHRU
JDQL]DWLRQDQGGLVFORVHGQHFHVVDU\OHDGHUVKLSDQGFRPPLWPHQWWRWKHSURFHVVWRPDNHLWDYHU\KLJK
SULRULW\DFWLYLW\LQWKHRUJDQL]DWLRQ
Identifying necessary information and collection methods to support future strategic analysis
7RSUHSDUHIRUWKHLPSOHPHQWDWLRQSURFHVVDOOQHFHVVDU\LQIRUPDWLRQDERXWWKHRUJDQL]DWLRQ¶VSDVW
H[SHULHQFHDQGSHUIRUPDQFHZDVLGHQWL¿HGDQGUHVSRQVLELOLW\RIFROOHFWLRQDVVLJQHG7KH0DQDJLQJ
'LUHFWRUZDVVXSSRVHGWRUHYLHZ¿QDQFLDODQGVRFLDOSHUIRUPDQFHZKLOHUHJLRQDODQGXQLWPDQDJ
HUVZHUHUHYLHZLQJWKHLUIXQFWLRQDOSHUIRUPDQFHLQSUHSDUDWLRQIRUIXWXUHVWUDWHJLFDQDO\VLVRIWKH
RUJDQL]DWLRQDOSRVLWLRQ
Launching activities 
7RODXQFKWKH6WUDWHJLF0DQDJHPHQWLPSOHPHQWDWLRQDGD\ZRUNVKRSZDVKHOG7KHZRUNVKRS
ZDVH[WHUQDOO\IDFLOLWDWHGDQGEURXJKWWRJHWKHUWKHLPSOHPHQWDWLRQWHDPOHGE\WKH0DQDJLQJ'LUHF
WRU7KHZLGHUHSUHVHQWDWLRQRIWKHPDQDJHPHQWSDLGRIIODWHUEHFDXVHWKHLPSOHPHQWDWLRQSURFHVV
LQYROYHGWKHZKROHRUJDQL]DWLRQERWKKHDGTXDUWHUVDQGUHJLRQDORI¿FHV
)LUVWO\WKHWHDPUHYLHZHGWKHPLVVLRQDQGYLVLRQRIWKHRUJDQL]DWLRQ,WZDVHPSKDVL]HGWKDWWKH
SDUWLFLSDWLRQRIWKHRUJDQL]DWLRQDOOHDGHUVLVNH\2QO\WKHQZLOOWKHYLVXDOL]DWLRQDQGFODUL¿FDWLRQ
RIWKHPLVVLRQPDNHVVHQVHWRWKHVWDIIDVWKH\DUHVXUHWKDWWKLVLVZKDWWKHOHDGHUVZDQWWRDSSO\LQ
HYHU\GD\SUDFWLFH
1H[WWKHWHDPGHYHORSHGDGUDIWVWUDWHJ\PDSEDVHGRQWKHDQDO\VLVRILWVVWUDWHJLFSRVLWLRQ,QWKH
SURFHVVRIGHYHORSLQJWKH6:27DQDO\VLVWKHWHDPIRXQGWKHSUHYLRXVO\FRQGXFWHGRUJDQL]DWLRQDO
GLDJQRVLVYHU\XVHIXOWRLGHQWLI\RUJDQL]DWLRQDOVWUHQJWKVDQGZHDNQHVVHVDQGJHWH[WHUQDOH[SHUW
VXSSRUWWRWDONDERXWPLFUR¿QDQFHLQGXVWU\JURZWKSURVSHFWVSRYHUW\DQGUXUDOGHYHORSPHQW
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Annex 4
Internal development of the Strategic Management tools
$VRQHRIWKH0DQDJHPHQW¶VNH\FKDOOHQJHVZDVGHYLVLQJDZD\WRLQWHJUDWHWKHVWUDWHJ\DQGRUJDQL
]DWLRQDOOHYHOEDODQFHGVFRUHFDUGLQWRWKHRUJDQL]DWLRQ¶VRSHUDWLRQDOSODQDVVXFKLWZDVGHFLGHG
WKDWDIWHUWKHODXQFKLQJZRUNVKRSWKH¿UVWFRPPXQLFDWLRQHYHQWZRXOGEHGHYRWHGWRSUHVHQWLQJWKH
WRROVDQGFDVFDGLQJWKHPZLWKWKHVWDIIWREUDQFKOHYHO(DFKEUDQFKPDQDJHUPHWZLWKWKHLUVWDII
DQGSUHVHQWHGWKHRXWSXWVRILQLWLDOZRUNVKRSVDQGZRUNHGWRJHWKHUZLWKWKHPWRDGDSWWKHWRROVWR
WKHLUUHJLRQDOFRQWH[W
,QWKHEHJLQQLQJWKHFRPPXQLFDWLRQRIWKHVWUDWHJ\PDSZDVDELWGLI¿FXOWEXWZLWKH[SHULHQFHLW
EHFDPHTXLWHHDV\(VSHFLDOO\ZKHQWKH\UHDOL]HGWKDWZKLOHWKHPDSLVFRQVWUXFWHGWRSGRZQWKH
EHVWZD\WRH[SODLQLWLVIROORZLQJWKHERWWRPXSRUGHU7KLVKHOSHGWKHVWDIIWREHWWHUXQGHUVWDQGWKH
VWUDWHJ\RIWKH1*2DQGSURSRVHZD\VWRLPSURYHWKHPDS,QWKHHQGDOOWKHUHJLRQDOPDQDJHUV
VHQWEDFNUHYLVHGVWUDWHJ\PDSVWRWKHKHDGTXDUWHUV
2QFHWKHUHJLRQDOVWUDWHJ\PDSVZHUHGHYHORSHGE\WKHUHJLRQDOPDQDJHUVWKH0DQDJLQJ'LUHFWRU
ZLWKWKHVXSSRUWRIWKHH[WHUQDOIDFLOLWDWRUFRPSLOHGWKHPLQWRWZRVWUDWHJ\PDSV±DUHYLVHGRU
JDQL]DWLRQZLGHPDSDQGUHJLRQDOPDS±PDNLQJVXUHWKH\UHÀHFWERWKWKHLQWHUHVWRIWKHSDUWLFXODU
UHJLRQVEXWDOVRWKHSULQFLSOHVWUDWHJ\RIWKH1*2
)XUWKHUZRUNFRQVLGHUHGFDVFDGLQJWKH%DODQFHG6FRUHFDUGWRWKHUHJLRQDOOHYHODVZHOODVGHYHORS
PHQWRIWKHRUJDQL]DWLRQZLGHDFWLRQSODQ,QGLYLGXDOFRQWUDFWVIRUPDQDJHPHQWZHUHGHYHORSHGLQ
UHODWLRQWRWKHGHWHUPLQHGVWUDWHJLFREMHFWLYHVDQGDFWLRQVOLQNHGWRWKHEXGJHWDQGLQWHJUDWHGLQWR
operational plan.
Learning and action processes
7RPDNHVXUHWKDWWKHGHYHORSPHQWSURFHVVLVRQWKHULJKWWUDFNDQGLPSURYHWKH6WUDWHJLF0DQDJH
PHQWLPSOHPHQWDWLRQWKHUHLVDQHHGIRUDOHDUQLQJDQGDFWLRQPHFKDQLVPWREHSXWLQSODFH
7KH¿UVW/HDUQLQJDQG$FWLRQ:RUNVKRSZDVRUJDQL]HGPRQWKVDIWHUWKH.LFN2II:RUNVKRSWR
UHÀHFWRQWKHH[SHULHQFHRIFRPPXQLFDWLQJWKHRUJDQL]DWLRQDOVWUDWHJ\PDSWRWKHUHJLRQDOVWDIIDQG
WKHERWWRPXSGHYHORSPHQWRIWKHVWUDWHJ\PDSIRUWKHUHJLRQV'XULQJWKLVZRUNVKRSIXUWKHUZRUN
RQDFWLRQSODQQLQJDQGFDVFDGLQJWKH%DODQFHG6FRUHFDUGWRWKHUHJLRQDOOHYHOZDVXQGHUWDNHQ7KH
PDQDJHPHQWDOVRUHDOL]HGWKDWLQRUGHUWRSUHSDUHWKHVWDIIIRUWKHVWUDWHJ\LPSOHPHQWDWLRQLWZDV
QHFHVVDU\WRGHYHORSDQDQQXDOFDSDFLW\EXLOGLQJSODQWRVXSSRUWUHDOL]DWLRQRIWKHVWUDWHJLFREMHF
WLYHVWKURXJKWKHLPSOHPHQWDWLRQRIWKHVWUDWHJLFDFWLRQV
7KHQH[W/HDUQLQJDQG$FWLRQ:RUNVKRSZDVKHOGDWWKHEHJLQQLQJRIWRUHYLVHWKHH[SHULHQFH
IURPFDVFDGLQJWKHWRROVWRLQGLYLGXDOOHYHODQGOLQNLQJWKHPWRRSHUDWLRQDOSODQVDQGEXGJHWVRIWKH
RUJDQL]DWLRQDVDZKROHSHUXQLWDQGUHJLRQDORI¿FH
/HDUQLQJDQG$FWLRQ:RUNVKRSVDOVRSOD\HGDQLPSRUWDQWUROHLQPDLQWDLQLQJVWDIIEX\LQDQG
NHHSLQJXSWKHPRPHQWXPRIDOOWKHDFWLYLWLHVDVZHOODVSURYLGLQJDGGLWLRQDOWHFKQLFDOLQSXWIURP
&23(0(,WZDVDOVRDQRSSRUWXQLW\IRUWKH3UHVLGHQWWRUHLQIRUFHWKHRQJRLQJQDWXUHRIWKHSURF
HVVDQGPRWLYDWHWKHVWDIIWRFRQWLQXHZLWKVWUDWHJLFPDQDJHPHQWWRROVDQGSURFHVV
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5. Key lessons learned from the process
005¶VLPSOHPHQWDWLRQRIWKH6WUDWHJLF0DQDJHPHQW7RRONLWKDVLGHQWL¿HGWKHIROORZLQJOHVVRQV
OHDUQHG
 ,PSOHPHQWDWLRQRIWKH6WUDWHJLF0DQDJHPHQW7RRONLWVKRXOGEHLQWHJUDWHGZLWKLQWKHEURDGHU
VWUDWHJLFPDQDJHPHQWSURFHVVLWLVLPSRUWDQWWRPDSRXWWKHH[LVWLQJVWUDWHJLFPDQDJHPHQWSURF
HVVHVXSIURQWDQGV\VWHPDWL]HWKHDFWLYLWLHVH[SODLQLQJDQGGHFLGLQJRQZKRP"ZKDW"ZKHQ"
KRZ"HWF
 ,WLVYDOXDEOHWRVXSSRUWVXEMHFWLYHDQDO\VLVRIWKHLQWHUQDODQGH[WHUQDOHQYLURQPHQWVZLWKVRPH
REMHFWLYHGDWDFRPLQJIURPLQVWLWXWLRQDOHYDOXDWLRQVWKH0,;UDWLQJUHSRUWVHWF
 7RRSHUDWLRQDOL]HWKHVWUDWHJ\LWLVQHFHVVDU\WRFDVFDGHWKHWRROVWRWKHUHJLRQDOXQLWDQGLQGL
YLGXDOOHYHOVDQGWRPDNHVXUHDOOWKHDFWLRQVDQGDFWLYLWLHVXQGHUWDNHQZLWKLQWKHRUJDQL]DWLRQ
DUHDOLJQHGDQGVXSSRUWWKHUHDOL]DWLRQRIWKHRUJDQL]DWLRQDOVWUDWHJ\
 ,QFOXGHGLIIHUHQWOHYHORIVWDIILQGLIIHUHQWSKDVHVRIWKHSURFHVVDQG6WUDWHJLF0DQDJHPHQWLP
SOHPHQWDWLRQLWLVHVSHFLDOO\LPSRUWDQWIRUWKHRSHUDWLRQDOL]DWLRQDQGLPSOHPHQWDWLRQSDUWWR
LQYROYHDOOWKHVWDIIDVWKH\DUHWKHRQHVZKRDUHLPSOHPHQWLQJWKHDFWLYLWLHVHYHU\GD\
Matrix of the implementation process
PA1 Action plan ,QVWLWXWLRQDOL]HWKHVWUDWHJLFPDQDJHPHQWSURFHVV
Action plan objectives ,PSOHPHQWWKHWRROVDWWKHRUJDQL]DWLRQDODQGUHJLRQDOOHYHOV /LQNPDQDJHPHQWFRQWUDFWVZLWKWKHVWUDWHJ\SODQ
1 $FWLYLWLHV Pto 6
2FW 1RY Dec Jan Feb Mar Apr 0D\ -XQ -XO $XJ Dec Person in 
FKDUJH, ,, , ,, , ,, , ,, , ,, , ,, , ,, , ,, , ,, , ,, , ,, , ,,

)LQDOL]HWKHÀRZFKDUWRIWKHVWUD
tegic management process to be 
V\VWHPDWL]HGWKLVDFWLRQSODQ
 
[                        
*ORULD'LD]
ZLWKKHOSIURP
&23(0(
2
5HYLHZDQGV\VWHPDWL]HWKH
FXUUHQWVWUDWHJLFPDQDJHPHQW
process  
 
 [ [ [ [ [                   -RUJH1XxH]**

'HYHORSWKHVWUDWHJ\PDSDQG
WKHPHDVXUHPHQWV\VWHPDWWKH
RUJDQL]DWLRQDOOHYHO
 
[ [ [ [ [                    **&23(0(
 'HVFULEHDQGSULRULWL]HWKHDFWLRQSODQVVWUDWHJLFLQLWLDWLYHV
    [                     **&23(0(
 ([WHQGWKHVWUDWHJ\PDSDQG%6&PHDVXUHPHQWVWRUHJLRQV
    [ [                    65**&23(0(

2UJDQL]HDQ$FWLRQDQG/HDUQ
LQJ:RUNVKRSRI%6&LQWKH
UHJLRQVDQG+4
 
   [ [   [ [ [ [ [ [ [ [ **&23(0(
7 /LQNVWUDWHJ\WRWKHRSHUDWLRQDOSODQDQGEXGJHW
   [ [ [ [ [                  GG 
 &RPPXQLFDWHWKHVWUDWHJ\SODQWRGLUHFWRUVPDQDJHUVDQGVWDII
     [ [ [                  GG 
 (ODERUDWHPDQDJHPHQWFRQWUDFWVfor all staff
     [ [ [                  GG
 'HYHORSDQDQQXDOSODQRIHYDOXDWLRQDQGIROORZXS
 
      [ [                 
-RUJH1XxH]
**
&23(0(

,PSOHPHQWPHFKDQLVPVRI
SURJUHVVFRQWUROOHDUQLQJDQG
IROORZXS
 
       [ [ [ [              -RUJH1XxH]**
 (YDOXDWHWKHWRROV
 
           [       [     [
-RUJH1XxH]
**
&23(0(
 &ROOHFWDQGDQDO\]HLQIRUPDWLRQ      [   [   [   [   [   [   [  -RUJH1XxH]**
 $QQXDOUHYLVLRQ                      [    -RUJH1XxH]**
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Annex 4
 ,WLVLPSRUWDQWWKDWVWUDWHJLFREMHFWLYHVDUHGH¿QHGE\WRSPDQDJHPHQWDQGWKH\DUHKHOGUHVSRQ
VLEOHIRUWKHLURUJDQL]DWLRQ,IWKHVWUDWHJLFPDQDJHPHQWODFNVFRPPLWPHQWDWWKHKLJKHVWOHYHO
WKHVWUDWHJ\UHDOL]DWLRQZLOOQRWZRUNRXW
 /LQNLQJWKHVWUDWHJ\ZLWKRSHUDWLRQDOSODQQLQJLQWKHDQQXDOEXGJHWLQJSURFHVVLVNH\WRVWUDWHJLF
VXFFHVVWKHELJJHVWFKDOOHQJHLVWREXGJHWWKHVWUDWHJ\2QO\RSHUDWLRQDOSODQVREWDLQSURSHU¿
QDQFLQJDQGWKHVWUDWHJ\SDUWUHPDLQVXQGHUEXGJHWHG$VDUHVXOWWKHNH\IRFXVUHPDLQVRQHYH
U\GD\DFWLYLWLHVDQGXUJHQWWKLQJVVLQFHWKHUHLVODFNRIUHVRXUFHVWRGHDOZLWKLPSRUWDQWWKLQJV
,QWKLVZD\VKRUWWHUPREMHFWLYHVDUHUHDOL]HGDWWKHH[SHQVHRIORQJWHUPSODQV
.H\EHQH¿WV
7KHIROORZLQJNH\EHQH¿WVZHUHLGHQWL¿HGE\WKH0DQXHOD5DPRVVWDIIDIWHUFRPSOHWLRQRIWKHWRROV
GHYHORSPHQWSURFHVV
 7KH6WUDWHJLF0DQDJHPHQW7RRONLWKHOSHG&UHGL08-(5WRFODULI\LWVVWUDWHJ\DQGHPSKDVL]HG
WKHQHHGIRUV\VWHPDWLFPHDVXUHPHQWRIVWUDWHJLFSURJUHVVDWWKHRUJDQL]DWLRQDODQGUHJLRQDO
OHYHO
 7KHVWUDWHJ\ZDVEDODQFHGLQFRUSRUDWLQJVRFLDOSHUIRUPDQFHSULRULWLHVWRFRPSOHWH¿QDQFLDOSHU
IRUPDQFHDVSHFWRIWKHPLVVLRQ
 7KHWRROVKHOSHGWRGLIIHUHQWLDWHEHWZHHQVWUDWHJLFDQGRSHUDWLRQDODFWLRQVDQGWRLGHQWLI\ZKHUH
WKHPDLQIRFXVRIWKHRUJDQL]DWLRQVKRXOGEHSODFHG
 7KHSURFHVVHVRIVWUDWHJLFFRQWURODQGHDUO\ZDUQLQJZLWKUHJDUGVWRDFFRPSOLVKPHQWRIVWUDWHJLF
REMHFWLYHVZHUHLQWHJUDWHGDWWKHRUJDQL]DWLRQDOXQLWDQGLQGLYLGXDOOHYHOVVHWWLQJQHFHVVDU\FRQ
GLWLRQVIRUIXWXUHPRQLWRULQJRIVWUDWHJLFVXFFHVVDQGVWLPXODWLQJVWUDWHJLFOHDUQLQJ
7KHSURFHVVKDGDOVRDSRVLWLYHHIIHFWRQWKHRUJDQL]DWLRQ¶VVWDIIFDSDFLW\LQDOLJQLQJWKHLUHYHU\GD\
ZRUNZLWKWKHVWUDWHJ\DQGWKHPLVVLRQ7KHSDUWLFLSDQWVIHOWWKDWWKH\JDLQHGDFOHDUHUXQGHUVWDQG
LQJRIWKHVWUDWHJ\DQGKRZWKHLUHYHU\GD\ZRUNFDQFRQWULEXWHWRWKHRYHUDOOVXFFHVVRIWKHRUJDQL
]DWLRQ7KH\VWDWHGWKDWLWZRXOGEHHDVLHUIRUWKHPWRDOLJQWKHLULQGLYLGXDOREMHFWLYHVWRWKHPLVVLRQ
DQGGLIIHUHQWLDWHEHWZHHQLPSRUWDQWDQGXUJHQW
0LFUR¿QDQFH&HQWUHIRU&HQWUDODQG(DVWHUQ(XURSH
DQGWKH1HZ,QGHSHQGHQW6WDWHV
XO.RV]\NRZDP 
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